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 his study describer the perceptions and satisfactions of 4 3  
senior students in the Faculties of Arts and Science at 
Memorial University of Newfoundland (HUN). It identifies 
those factors that affect student satisfactions and 
recornends ways to maka the university experience lnors 
satisfying end rewarding for students. 
nigher education scholars have paid little attention to 
student satisfaotion as an educational outcome. Mush of the 
data are quantitative. American and designed for use in 
conceptual models of attrition or retention. There models 
suggest that students who are integrated into the social and 
academic domains of university life express higher levels of 
satisfaction than those lass socially and academically 
integrated. However, while this research has added to our 
understanding of how the 'degree of fit' between students and 
their environments may affeot educational autcmes, there is 
still a significant gap in our knowledge as to how the 
interplay of students' entry traits, thei. institutional 
experiences and the characteristics of the university affects 
student satisfaction. 
This study suggests that an important part of the 
integration process involves the pursuit of goals in the 
organizational setting. To achieve these goals students 
require certain resources - monetary support, cultural 
capital, institutional rewards, social support networks and 
i i i  
lay referral systems. The unequal distribution of these 
resources and the inability to define qoala in an 
organizational setting ultimately account far variation in 
student satisfaction levels. Furthermore, student 
satisfaction is an emotional state oriented toward future 
expectations. Satisfied students appear much more optimistic 
than dissatisfied students that their education will prepare 
then, for the limited opportunities al'tar graduation. 
Undergraduates at NUN expressed dissatisfaction with the 
following aspects of the student experienoe: teaching, 
administrative procedures, student loans, social support and 
advising and counselling for students. At the same time, the 
majority of students appear to have reconciled themselves to 
the more adverse conditions of university life. They maintain 
unexpectedly high levels of satisfaction by adjusting their 
aspirations to currant economic realities. 
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Introduction 
What we are doilg here at university is determining our 
future - not simply taking courses. In my three years 
here, I have experienced professors who should not have 
been allowed to enter s clarrroom much less teach a 
class. I guess the lack of empathy on the part of sow 
professors can be attributed to the large numbers of 
students. B U ~  a person should be able to teach 
xegdrdless of how big a class ial You leave a 
comforting, supportiva environment such as high ashool 
end enter into an environment where everything is bound 
by red tape and nobody seems to want to take time to 
help, much let alone care. I do have a lot of 
frustrations concerning university, so mush 80 that 
questioning if this is what I really want to do is 
almost a daily occurrenos. If this system was made a bit 
more personal, the effect would be unbelievabla. 
~opefully, the administration will start taking s better 
look at the reasons why thay are here (students and 
their money) and implement changes that reflect this 
realization. 
overcrowded classrooms and libraries don't make for good 
learning. It creates isolation and a feeling of 
powerlessness and helplessness. 
This university is severely overcrowded. Many days I am 
unable to find a place to sit down and eat my lunch. 
Student Aid is terribly underfunded and resources 
allocated unfairly. Food services are too expensive and 
of poor quality. Regarding course loads, most profs 
treat their courses as if it's the only one the student 
is taking. This attitude is unrealistic, irritating and 
places tremendous stress on the student in trying to 
keep up with the work load. 
These ssleotive quotes from undergraduates at nemoeial 
University OC Newfoundland do not represent the experiences 
of all university students. However, their remarks do eapture 
very well some of the major concerns felt by today's 
undergraduates - concern about the quality of teaching at 
universities; concern about the allocation of scarce 
univereity reeoueoas; and conoern about the quality of 
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varioua institutional services. Unfortunately, students. 
experiences, opiz8ions and perspectives on such important 
issues have been underutilized, unsolicited or completely 
ignored in the debate over quality in Canadian higher 
education. 
Students of the 1990,s are the unfortunats heirs of a 
postsecondary educational system that has been badly battered 
after a period of rising enrolments and after more than s 
decade of financial restraint. In the past 15 years general 
operating revenues at Canadian universities have dropped by 
almost 18 percent in constant dollars while full-time 
enrolments have increased by 50 percent (Association of 
Universities and Colleges of Canada, 1990). 1n Newfoundland 
full-time university enrolments have nearly doubled over the 
past decade while government grants per full-time enroled 
student have dropped by nearly 25 percent (Memorial 
University of Newfoundland, 1991). 
Under these conditions, large classes, campus crowding 
and overtaxed resources (libraries, gym facilities. 
counselling programs and the lixe) have become the norm for 
most universities across the oountry. The effects of these 
adverse circumstances on the clients of the university system 
are poorly understood, however. There is surprisingly little 
information available on what it is like to be s university 
student in Canada in 1992. It is not really known, for 
axamplo, whether or not students are satisfied with the 
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quality of their education or what makes them satisfied or 
dissatisfied. Yet, this type of information is urgently 
needed if universities are to upgrade the delivery of their 
educational services and meet the needs of their clientele 
more effectively. 
In an effort to shed some light on the problems and 
challenges faced by university students at present, this 
thesis examines data from a study focusing on the quality of 
the aoademic experience for undergraduates at a medium size 
postsecondary institution in eastern Canada - Memorial 
University of Newfoundland. The purposes of this thesis are 
twofold: to describe student perceptions and satisfactions 
concerning the quality of various institutional services at 
Memorial (teaching, administration and student loans for 
example) and to identify those factors that affect or 
determine student satisfactions and perceptions. 
This first chapter begins by tracing the current debate 
over quality in higher education back to macro-aooial changes 
that have affected universities aver the past several 
decades. It then examines in greater detail some of tho main 
issues and challenges Canadian universities must confront in 
their quest for quality and axoellance. Next, student 
eatisfaction, as a subjective measure of educ .cional quality, 
is examined in the context of integration into work 
organizations. The chapter ~oncludes by ~oneidaring why 
I 
student satisfaction is important for undergraduates, f o r  
universities and for society in general. 
mckaround to the Debate 
The Orowth Period for Canadian universities 
while there is no doubt that the 1960's marked the beqinninq 
of an impressive period of growth far postsecondary education 
in canada, there is lass certainty about the reasons for this 
growth. Demographic. social, economio and political factors 
account for part of the explanation. 
Human capital theory, which advocates the development of 
human potential through education as a means to social and 
economic progress, was used to rationalize calls for the 
expansion of Canadass educational system. This. combined with 
increased concerns for social justice and equality, provideo 
the impetus for the impressive growth and prolieeration of 
Canadian universi%ies. High fertility rates follovinq World 
war I1 (with the baby boomers entering the 18-24 year segment 
in the late 1960's) and the growth in participation rates 
since then have managed to increase student numbers even 
more. A11 of these factors have ripened postsecondary 
education in Canada for change ( ~ o m e  and Gilbert, 19871. 
Postsecondary enrolments expanded rapidly from the 1960s 
to the 1980s. Fd1-time enrolment Dore than tripled between 
1962 and 1976, from 197,000 to 605,000. The average annual 
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increase in the sirtias was a remarkable 11-12 percent. It 
fell to around 1.5 percent in the early seventies, and by 
197C had decreased to 2.0 percent. The 208 percent enrolment 
gain between 1962 and 1976 resulted from a 75 percent jump in 
the sire of the 18-21 age group and a rising enrolment rate 
among pert-time students (Statistics Canada, 1983). 
Educational funding during these two decades attempted 
to keep pace with Canada's virion of an accessible 
educational system that would fuel economic growth. 1n le50 
only 2.4 percent of the Gross National Product was allocated 
to educational spending. ~y 1961 it had risen to 1.9 percent 
and in 1971 educational spending had reacned 8.8 percent of 
GNP. Since the early 1980's the percentage hovered somewhat 
below this level (Statistics Canada, 1983). 
The greatest proportion of the inorease in expenditures 
occurred at the postsecondary level. University expenditures. 
for instance, increased at an annual rate of 16 percent 
between 1950 and 1978. The burden of thase expenditures was 
increasingly borne by the government. In 1950 tuition fees 
accounted for 26 percent of university income and private 
financing accounted for an additional 15 percent, so that 
only three-fifths ofthe total expenditures came from public 
Bourceri. m 1961 the combined share of tuition and private 
SYPPOrt had dropped to 30 percent, is 1978 to 17 percent 
(Statiatice Canada, 1983). 
Government policy sought to ensure a place at university 
for every qualified student no mattsr what the student's 
class, gender o r  ethnic background. To meet this worthy 
objactive, postsecondary education was subsidized at the 
taxpayer's expense and a Canada student loans program was 
implemented to remove financial barriers to university 
attendance (sehaafsma, 1990). A t  Memorial university of 
Newfoundland, the administration even experimented for a tine 
with a tuition-free policy for any students who were 
qualified to enter the institution. 
The Period of Dealins for Canadian Uaivarsitisa 
Educational policies characterized by the welfare liberalism 
of the 1960s have undergone a shift since the 1980s. The 
fiscal crisis that began to emerge in the late 1970s with 
rising inflation and increased unemployment brought a greater 
concern with deficit reduction and economic efficiency. 
Consequently, reductions in government expenditures on 
postsecondary education have threatened policies promoting 
accessibility and mass education. 
University runding in Canad+ has declined relative to 
the number of students now enroled. In current dollars, total 
university revenues grew from $3.2 billion to almost $7.6 
billion between 1977-78 and 1987-88. However, when inflation 
is taken into acsount, revenues per full-time equivalent 
enrolment (FTE) were actually 10 percent lover in 1987-88 
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than a decade e a r l i e r .  ~ e n e r a l  opera t ing  revenues (which 
univerait ieri  use t o  provide i n s t r u c t i o n ,  support  unsponaored 
research,  and meet various r e l a t e d  expenses) dropped even 
more d r a s t i c a l l y  - by almost 18 pe rcen t  i n  cons tan t  d o l l a r s  
(Associat ion of u n i v e r s i t i e s  and Colleges of Canada. 1990).  
Unfortunately,  t h i s  downward s p i r a l  o f  decreasing 
expenditures on hiqhar eduoatlon shows no  s i g n  or l e t t i n g  up 
in t h e  fo reseeab le  fu tu re .  As a r e s u l t  of an on-going f e d e r a l  
f r eeze  o f  p e r  c a p i t a  cash t r a n s f e r s  t o  t h e  provincss i n  
s u p p ~ r t o f  postsecondary education,  Canadian u n i v e r s i t i e s  and 
co l l eges  are a n t i c i p a t i n g  a l o s s  of $250 mi l l ion  i n  1993 
( W i t "  A f f a i r s ,  April ,  1992).  
Decreasing f i n a n c i a l  expenditures on higher education 
combined with an unanticipated growth i n  s tuden t  enrolments 
have placed enormous p ressures  on Canadian u n i v e r s i t i e s .  From 
t h e  vantage po in t  o f  t h e  1970s. it seemed c l e a r  t o  many 
observers t h a t  u n i v e r s i t i e s  shou ld  b race  f o r  major enrolment 
d e c l i n e s  i n  t h e  e a r l y  1980s. A d e c l i n e  i n  elementary and 
secondary enrolments was expected t o  l e a d  t o  s i m i l a r  d m p r  a t  
t h e  postsecondary l e v e l ,  as t h o  baby boom genera t ion  advanced 
beyond 'un ive r s i ty  age'. These p r o j a s t i o n e  proved t o  be 
inaccura te ,  however, as higher  p a r t i c i p a t i o n  r a t e s  among l a -  
24 year-olds,  t h e  aging of t h e  s t u d e n t  population ( s tuden t s  
of t h e  1980s ware older .  on average,  t h a n  t h e i r  coun te rpa r t s  
i n  t h e  1970s) and t h e  huge inoreases  i n  female p a r t i c i p a t i o n  
r e s u l t e d  i n  t h e  steady expansion of s t u d e n t  enrolments. I n  
B 
1987-88, 486,000 s tuden t s  Were enroled fu l l - t ime  a t  Canadian 
u n i v e r s i t i e s  - over 50 percent more than i n  1972-73. =he 
number o f  p a r t - t h e  s tuden t s  increased by a n  incredible 91 
percen t  over t h e  sane 16-year period (though enrolment i n  
diplama and certificate programs and i n  courses n o t  leading 
t o  a degree account f o r  most of t h i s  growth) (Association o l  
Univers i ty  and co l l eges  of Canada. 1990) .  
Paced w i t h  t i g h t e r  opera t ing  budgets, u n i v e r s i t i e s  have 
been enormously challenged t o  d e l i v e r  high q u a l i t y  se rv ices  
t o  t h e  growing number o f  studenta e n t e r i n g  t h e  system. 
Overorowding and underfunding a t  Canadian u n i v a r a i t i e s  have 
r e s u l t e d  i n  hiked t u i t i o n  f e e s ,  inc reased  c l a s s  s i z e s ,  
g r e a t e r  numbers of part-time f a c u l t y ,  l imi ted  l i b r a r y  and 
equipnant aoqu i s i t iona ,  r e s t r i c t e d  course s e l e c t i o n ,  program 
c u t s ,  reduced s tuden t  se rv ices ,  s a l a r y  f reeze r  for facu l ty  
msmbers, a demoralized p ro fessor ia te ,  and a n  esca la t ion  o l  
union u n r e s t  on campus. Of course,  t h e r e  problems do not 
appear uniformly ac ross  a l l  u n i v e r s i t i e s  (Gomrne e t  a l . ,  
forthcoming).  
u n i v e r s i t i e s  have a l s o  come under f i r e  because of t h e i r  
apparen t  f a i l u r e  t o  produce t h e  k ind  of highly qua l i f i ed  
people needed t o  ensure t h e  oountry On s o c i a l  and econolnic 
well-being.  Concern for dec l in ing  s t a n d a r d s  i n  education 
e s p e c i a l l y  i n  t h e  areas of reading,  w r i t i n g  and conputing i s  
widaspread a n d  has led many employers t o  ques t ion  whether 
u n i v e r s i t y  g r a d u a t e s  are equipped t o  meet t h e  new demands of 
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the workplace ( G i l b e r t  and Goma, 1987; Westling, 1988). 
Provincial  and f e d e r a l  r epor t s  have a l s o  expressed concerns 
about q u a l i t y  i n  higher education and emphasized room f o r  
improvement i n  Canada's postsecondary education system 
(Segal ,  1987; S e c r e t a r y  of s t a t e  of Canada. 1988).  
cu r ren t  cha l l enoes  P a c '  Univers i t i e s  
 he wide recogn i t ion  given t o  t h e  pe rce ived  f a i l i n g s  of 
u n i v e r s i t i e s  and co l l eges  h a s  not been withou t  consequence. 
1n t h e  un i t ed  s t a t e s ,  f o r  example, bes t  s e l l i n g  books l i k e  
sloomss T h e ; l o s i n q  o f  the American Mind (1987) and Sykes' 
m (198s) have awakened the  American consoiousnass t o  
the malaise a f f l i c t i n g  h igher  education.  Xzny s t a t e  
l e g i s l a t o r s  are responding t o  t h e i r  c o n s t i t u e n t s '  demands f o r  
qua l i ty  and educa t iona l  excellence by i n s i s t i n g  on g r e a t e r  
accoun tab i l i ty  a n d  proof of c o s t  e f f e c t i v e n e s s  from c o l l e g e s  
and u n i v e r s i t i e s .  Student outcome assessments  have been 
advocated as t h e  p r i n c i p a l  t o o l  f o r  achieving these  
ab jee t ives  and a r e  being widely implemented ac ross  t h e  United 
s t a t e s . '  1n f a c t .  over 4 0  U.S. s t a t e s  now requ i re  a n  
acoounting f o r  t h e  p rao t i ces ,  p o l i c i e s  a n d  outcomes of t h e i r  
postsecondary i n s t i t u t i o n s  by  s t a t e  law or p o l i c y  (Davis, 
' The n e c e s s i t y  of using s t u d e n t  outcome aeoeaaments t o  
measure performance and success i n  h i g h e r  education h a s  
been eluphasized i n  r epor t s  f o r  t h e  Na t iona l  I n s t i t u t e  o f  
Education, 1984 and  the Na t iona l  Governors' Associat ion,  
1988 as w e l l  a s  The American Assoc ia t ion  of Higher 
Eduoation's annual assessment forum. 
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1989). At t h e  most  r ecen t  annual meeting of t h e  Education 
commission of t h e  United S ta tes ,  l e g i s l a t o r s  and educators 
even considered a b i l l  t h a t  would a l l o c a t e  a l a rge  port ion of 
a c o l l e g e ' s  budget through incen t ive  and performance rewards. 
To rece ive  s t a t e  suppor t ,  each campus would have t o  r epor t  
annually to t h e  p u b l i c  on its performance and how it is 
spending s t a t e  money. Addit ionally,  c o l l e g e s  would be 
e l i g i b l e  for o o n p e t i t i v e  awards t o  c r e a t e  programs t h a t  would 
address "major p u b l i c  p r i o r i t i e s "  such as r e s t r u c t u r i n g  
undergraduate educa t ion  or s t r eng then ing  t h e  reward system 
f o r  good t each ing  (The Chronicle of Hiaher Education. August 
12, 1992).  
I" canada, s i m i l a r  quastions are being r a i s e d  about Wth  
the q u a l i t y  and t h e  va lue  of a un ive r s i ty  educa t ion .  I n  1990- 
91, t h e  Assoc ia t ion  of Canadian U n i v e r s i t i e s  and Colleges 
(AurC) sponsored s Commission of Inqu i ry  on Universi ty 
Education t o  de te rmine  *how well  the  u n i v e r s i t i e s  were 
car ry ing  out t h e i r  educa t iona l  mandate." S t u a r t  Smith, who 
headed t h e  Commission, exalninsd such i seuea  as relevancy,  
teaching performance, q u a l i t y  of s t u d e n t  l ea rn ing ,  
a o c a s s i b i l i t y  and t h e  r o l a  of u n i v e r s i t y  education i n  
Canadian s o c i e t y  more genera l ly  (Smith, 1991).  Shor t ly  a f t e r  
the  r e l e a s e  of t h e  AUCc r e p o r t ,  Haclean's magazine issued its 
f i r s t  annual r ank ing  of Canadian u n i v e r s i t i e s  based on its 
own 'measures of excellence'  s c a l e .  Maclean'% expects t h e  
annual rankings i s s u e  t o  be a hot  s e l l e r  t o  a Canadian pub l i c  
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hungry f o r  in fomat ion  about u n i v e r s i t i e s  (Universi ty 
Affalrs, October, r 992).  
I t  is d i f f i c u l t  t o  gauge what kind o f  impact these  
con t rovers ia l  r e p o r t s  have had on Canadian u n i v e r s i t i e s ,  but 
on t h e  su r face ,  a t  l e a s t ,  a number o r  i n t e r e s t i n g  
developments have occurrod s ince  t h e  r e l e a s e  o f  bo th  the AUcc 
repor t  and t h e  no to r ious  Maclean'q i s sue .  S t u a r t  Smith 's  
sca th ing  c r i t i c i s m  of some c u r r e n t  u n i v e r s i t y  teaching 
practises, f o r  example, h a s  undoubtedly influenced t h e  l a t e s t  
round of pub l i c  r e l a t i o n s  i n i t i a t i v e s  caning ou t  of 
un ive r s i t i e s .  St. Thomas Universi ty h a s  a l ready  begun p lans  
f o r  a mult i-mill ion d o l l a r  development campaign aimed a t  
promoting teaching excellence (yn ive r s i tv  Bff&s, Apr i l ,  
1992) and o the r  u n i v e r s i t i e s ,  Memorial Universi ty of 
Newfoundland (MUN) included,  a r e  working ha rd  t o  po l i eh  t h e i r  
inaqas as ' s tuden t  cen te red '  ins t i tu t ions . '  
Un ivers i ty  p o l i c y  makers face r e a l  cha l l enges  i n  a n  era 
of t i n a n c i s 1  r e s t r a i n t  and a t  a t ime when un ive rs i ty  
se rv ices ,  p r o d u ~ t s  and spending p r a c t i c e s  are under t h e  
I Incen t ive  and performance rewards, s i m i l a r  t o  those  
employed i n  t h e  United S t a t e s ,  are  a l s o  being used t o  
in f luence  u n i v e r s i t y  p o l i c i e s  i n  Canada. F o r  exampl.), 
t h e  Royal Bank of Canada. Xerox Canada, Ltd., and the  
Power Corporation a lonq  with t h e  Canadian Associat ion of 
Univers i ty  Business Offioera have sponsored 'Canadian 
Univers i ty  P roduc t iv i ty   ward^' t o  g o  t o  u n i v e r s i t i e s  
t h a t  have oome up wi th  t h e  moat e f f e c t i v e  cost-saving 
t echn iques  o r  revenue genera t ing  i d e a s .  I n  1993, the  
awards program w i l l  look a t  expanding i t s  c r l t e r i a  t o  
include p r o j e c t s  t h a t  raise n o r a l e  or maintain q u a l i t y  
of s e r v i c e  i n  the  face  o f  funding cu tbacks  (Tausig, 
1992: 2 ) .  
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watchful  e y e s  of taxpayers,  s tudan t s  and t h e i r  parents,  
employers and government r epresen ta t ives .  Perhaps t h e  
g r e a t e s t  cha l l snge  u n i v e r s i t i e s  f a c e  a t  p resen t  is how t o  
maintain p o l i c i e s  promoting un ive rsa l  a c c e s s i b i l i t y  without 
s a c r i f i c i n g  q u a l i t y .  With most i n s t i t u t i o n s  caught i n  a 
funding crunch, q u e s t i o n s  are being ra i sed  as t o  whether t h e  
f e d e r a l  and p rov inc ia l  governments can any longer a f fo rd  t o  
con t inue  p rov id ing  qua l i ty  higher education t o  such l a rge  
numbers of s tuden t s .  Policy makers t h i n k  they  must choose 
between two goa l s :  teaching fewer, more highly qua l i e i ed  
s tuden t s  who may b e  ab le  t o  aC~0mpl i rh  great. t h i n g s  or giving 
a l a r g e r  s tuden t  body about equa l  amounts o f  a t t e n t i o n ,  even 
i f  it means a d e c l i n e  i n  o v e r a l l  acadamic standards.  One 
observer desc r ibed  the apparen t  dilemna t h i s  way: "...now t h e  
country 's  Oldest  and most successeu l  i n s t i t u t i o n s  ray they 
are being forced t o  decide whether they  w i l l  provide q u a l i t y  
education f o r  t h e  e l i t e  or enriched high schoo l  programs f o r  
the  many." (CeuicKshank, 1992: 4 ) .  I n s t i t u t i o n s  l i k e  Memorial 
Universi ty nave chosen t o  go the  r o u t e  of more r e s t r i c t i v e  
admissions on  the assumption t h a t  fewer s t u d e n t s  w i l l  reduce 
the s t r a i n  on t h e  u n i v e r s i t y ' s  resources and allow f o r  
improved s e r v i c e s  f o r  the  remaining smal le r  c l i e n t e l e  
(aennatt  e t  a l . ,  1 9 9 2 ) .  
What is  remarkable wi th  a l l  of t h e s e  r a d i c a l  po l i cy  
developments t h a t  os tens ib ly  aim s t  improving t h e  q u a l i t y  of 
un ive r s i ty  educa t ion  is the "...absence of  s p e c i f i s a t i o n s  of 
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j u s t  what is meant by  'quali ty" '  (Webnter, 1990: 7 ) .  For 
example, m a r i s a n  indus t ry  execu t ives  surveyed in one 1984 
s tudy  s t a t e d  t h a t  such  q u a l i t i e s  as l eadersh ip ,  i n t e g r i t y .  
r n ~ t i v a t i o n ,  hard work, good manners, and  ind iv idua l  
~ ~ ; p o ~ ~ i b i l i t y  were important  p red io to r s  of c a r e e r  success 
(oence, 199l : l z ) .  some marx i s t  wr i t e r s ,  however, have argued 
t h a t  such q u a l i t i e s  as good manners and de fe rence  are 'middle 
c l a s a '  and are promoted by t h e  educa t iona l  system t o  ahape 
young people i n  such a way t h a t  they  r e a d i l y  f i t  i n t o  t h e  
e x i s t i n g  r e l a t i o n s  of praduction.' 
o the r  c r i t i c s  have  argued t h a t  t h e  c u r r e n t  'assessment 
movement', w i th  its emphasis on a c c ~ ~ n t a b i l i t y  and 0 0 s t  
e f fec t iveness ,  i s  p a r t  of a corpora te  agenda t o  r ee t ruc tuee  
u n i v e r s i t i e s  and co l l eges .  Support f o r  t h i s  t h e o r y  can be 
found i n  t h e  reoen t  work of J a n i c e  Newson and Howard 
Buchbinder (1988) on t h e  s t a t e  of u n i v e r s i t i e s  i n  Canada. 
They have examined t h e  r e l a t i o n s h i p  betwean t h e  corpora te  
s e c t o r  and u n i v e r s i t i e s  and have desc r ibed  some of t h e  ways 
in which t h i s  r e l a t i o n s h i p  h a s  a f f e c t e d  t h e  admin i s t ra t ion  
and o rgan iza t ion  of u n i v e r s i t i e s .  As Canadian u n i v e r s i t i e s  
have forged c l o s e r  l i n k s  t o  indus t ry ,  they  have  become more 
business-oriented i n  t h e i r  modes of opera t ion  - p a r t i c u l a r l y  
i n  t h e i r  approaches t o  s t r a t e g i c  planning and  management. 
Newson and Buchbinder c i t e  some of t h e  fo l lowing  consequences 
' see f o r  example, Pau l  willis's (1977) 
or David Hargreaves 's  Soc ia l  Re la t ion  i n  a Secondary 
M (1967).  
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of t h e  new corporate agenda t h a t  has i n f i l t r a t e d  t h e  acadery: 
scho la r ly  resea rch  i s  judged according t o  i t s  'market va lue '  
as Opposed t o  i t s  ' s o c i a l  value ' ;  t h e  ' en t repreneur ia l  
p ro fessor '  now main ta ins  a pos i t ion  of power and p r e s t i g e  
wi th in  t h e  aoadeny because o f  h i r j h e r  a b i l i t y  t o  secure 
resea rch  funding For t h e  un ive r s i ty ;  and the   resident's 
Off ice '  (comprising t h e  Pres iden t  and t h e  admin i s t ra t ion)  now 
assumes d i r e c t  c o n t r o l  of t h e  key i n s t i t u t i o n a l  a f f a i r s ,  
func t ions  and po l i cy  d i r e c t i o n s  of the  un ive r s i ty .  as a 
r e s u l t  of these  developments, Newson and Bushbinder imply 
t h a t  the  cur ren t  c r l t e r i s  used t o  s i g n i f y  ' q u a l i t y '  and 
' exce l l enceq  i n  h igher  education have become both market 
d r iven  and marxet r e l e v a n t ,  favouring t h e  more func t iona l ,  
t e ~ h n i ~ a l  spec t s  of educa t ion .  
The use of s t u d e n t  r a t i n g s  and s tuden t  s a t i s f a c t i o n  
measures t o  eva lua te  f a c u l t y  performance h a s  become a n  
e s p e c i a l l y  con ten t ious  i s sue  i n  t h e  debate over  educational  
q u a l i t y .  I n  L ~ e  United S t a t e s  and Canada s t u d e n t  s a t i s f a c t i o n  
is being widely used t o  eva lua te  f acu l ty  members' t each ing  
e f f e c t i v e n e s s  and p r o f e s s i o n a l  compatence. At s e v e r a l  
Amerissn u n i v e r s i t i e s ,  f o r  example, it h a s  become mandatory 
f o r  f a c u l t y  members t o  r ece ive  'acceptable.  performance 
r a t i n g s  by s tudan t s  be fo re  they can be h i r e d  or of fe red  
t e n u r e  (working defini+;ions as t o  whet c o n s t i t u t e s  accep tab le  
performance f o r  t h e  f a c u l t y  may va ry  across i n s t i t u t i o n s )  
(Krueger and He i sse re r ,  1987). At some Canadian u n i v e r s i t i e s  
15 
(1.e. TUNS. Acadia) s t u d e n t  r a t ings  are c a l l e d  f o r  in 
f a c u l t i e s *  co l l ec t iva  agreements (smith 1991:46). 
These developments may be encouraging i n  t h e  s e n s e  of 
a f fo rd ing  s tuden t s  more power i n  deciding t h e  k inds  of 
p ro fessors  allowed in to  t h e  olaasrooms o r  t h e  r t a n d s r d s  t h a t  
should ba met i n  eva lua t ing  t each ing  e f fec t iveness .  However, 
problems s t i l l  e x i s t  i n  t h e  way t h a t  s tuden t  s a t i s f a c t i o n  i s  
conceptualized,  measured and understood. I n  t h e  resea rch  
l i t e r a t u r e ,  f o r  example, s t u d i e s  of s tuden t  satisfaction have 
t aken  what Vaala and Holdaway (1989: 184) have  c a l l e d  a 
"best-guess-at-the-moment approach." Aitken (1982) and 
s a b b i t t  and Burbaoh (1985) have taken s tudan t  s a t i s f a c t i o n  t o  
mean s tuden t  acceptance of academic programs and l i v i n g  
condit ione.  Bean and Metrner (1985: 523) have  described 
s a t i s f a c t i o n  as "the degree  t o  which a s tuden t  enjoys the 
r o l e  o f  being a s tuden t  and r e p o r t s  a l ack  of boredom with 
c o l l e g e  couraas." Nafr ige r ,  Holland. and Got t f r i edson  (1975: 
132) de f ined  a s a t i s f i e d  s tuden t  a s  one who is a " t y p i c a l  
s t u d e n t  a t  h i s  co l l ege  a n d  [has ]  a pe r sona l i ty  p a t t e r n  which 
is bo th  cons i s t en t  and w e l l  defined." 
Using Memorial Univers i ty  as a Ease etudy, t h i s  t h e s i s  
t r i e s  t o  p resen t  a more a c c u r a t e  assessment of t h e  q u a l i t y  or 
t h e  s t u d e n t  experience i n  1992 a f t e r  a p e r i o d  of r i s i n g  
enrolments and a f t e r  more than  e decade of f i n a n o i a l  
r e s t r a i n t .  Some of  the  consequences r i s i n g  enro lments  and 
decreased expenditures have had on u n i v e r s i t i e s '  p r a c t i c e s ,  
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p o l i o i e s  and i n s t i t u t i o n a l  s e r v i c e s  have a l ready  been 
d i scussed .  ~t m, overcrowding and underfunding have 
r e s u l t e d  in t u i t i o n  inc reases ,  l a rge r  c l a s s e s ,  s a l a r y  f reezes  
f o r  f a c u l t y ,  union u n r e s t ,  program c u t s  and a more 
r e s t r i c t i v e  admission po l i cy .  One way of eva lua t ing  the 
q u a l i t y  of t h e  s tuden t  experience a t  MUN under these  
cond i t ions  is t o  measure s t u d e n t  s a t i s f a c t i o n ,  de f ined  here 
as 'a pleasurab le  emotional  s t a t e  r e s u l t i n g  from a person's  
enactment of t h e  r o l e  of being a student '  (Bean a n d  Bradley. 
1986: 398).  
Muoh of t h e  our ren t  r e s e a r c h  on s tuden t  s a t i s f a c t i o n  has 
been influenced by Durkheim's o r i g i n a l  work on s o c i a l  
i n t e g r a t i o n  (Knox e t  a l . ,  1992).  I n  the  soc io logy  of work 
l i t e r a t u r e  t h e  i n t e g r a t i o n  of ind iv idua l s  i n t o  work 
o rgan iza t ione  has  been recognized as an important  f ac to r  
a f f e c t i n g  job s a t i s f a c t i o n .  I t  i s  important .  t h e r e f o r e ,  t o  
understand the  e f f e c t s  of in tegra t ion  or t h e  l a c k  o f  
i n t e g r a t i o n  on i n d i v i d u a l s  working and l i v i n g  wi th in  
o rgan iza t ions .  
S a t i s f a c t ' o  -!3&&,s 
m i l e  Durkheim was i n t e r e s t e d  in t h e  v a r i e t i e s  of s o c i a l  
i n t e g r a t i o n  and i n  s o c i a l  d i so rgan iza t ion ,  the  weakening a€ 
s o o i a l  bonds. I n  Thr: Divis ion  o f  Laboc, f i r s t  pub l i ehed  In 
England i n  1933, Durkhaim por t rayed  occupa t iona l  
~ p e ~ i a l i z a t i o n  a s  t h e  k e y  element not j u s t  f o r  econonic 
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adVBnFe but fo r  t h e  development of c i ~ i l i ~ a t i o n  i t s e l f .  
Durkheim noted t h a t  as s o c i e t i e s  became inc reas ing ly  complex 
a n d  d i f  f e ren t i a t ed ,  spec ia l i zed  workers sometimes f e l t  a lone ,  
i s o l a t e d ,  unrelated o rgan ica l ly  t o  compatriots  i n  o t h e r  jobs.  
t o  t h e  unknown consumers of t h e i r  products,  and  t o  t h e  
s o c i e t y  as a whole. H e  c a l l e d  t h i s  a ' s t a t e  of anomie' and 
d e p l o r e d  it as an unna tu ra l ,  pa tho log ica l  c o n d i t i o n  of the  
s o c i a l  organism. I" The Elementary Prrns of Relimiour L i f e  
Durkheim s tud ied  t h e  con t r ibu t ion  o f  r e l i g i o n  t o  s o c i a l  
cohea ion  and i n  another work, w, h e  used r a t e s  of 
s u i c i d e  as a n  index of s o c i a l  in tegra t ion .  Noting t h a t  
s u i c i d e  ra tes  were higher f o r  P r o t a s t a n t a  than  for C a t h o l i c s ,  
h igher  for  t h e  unmarried than  f o r  t h e  married,  h i g h e r  fo r  
s o l d i e r s  than fo r  c i v i l i a n s ,  and higher f o r  noncomiss ionad  
o f f i c e r s  than fo r  e n l i s t e d  men, mrkhe in  suggested t h a t  t h e  
degree  t o  which an i n d i v i d u a l  is in tegra ted  i n t o  g roup  l i f e  
de te rmines  whether he  or s h e  may be motivated t o  s u i c i d e .  The 
i n d i v i d u a l  can be motivated t o  su io ide  a t  e i t h e r  of  tvo  
ex t remes :  when he  or s h e  i s  highly in tegra ted  or only 
s u p e r f i c i a l l y  in tegra ted  i n t o  s o c i e t y .  
Research on job  s a t i s f a c t i o n  has been informed by many 
o f  DurXheim's ideas  and i n s i g h t s  in to  s o c i a l  o rgan iza t ions .  
I n  p a r t i c u l a r ,  h i s  d e s c r i p t i o n  o f  the  t h r e e  types o f  s u i c i d e  
- a l t r u i s t i c ,  anomic and e g o i s t i c  - and h i s  a n a l y s i s  of 
occupa t iona l  d i e f a r e n t i a t i o n  have  helped focus  a t t e n t i o n  on 
t h e  personal  d i s o r i e n t a t i o n  of people who lack a s e n s e  of 
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belonging t o  s o c i a l  o rgan iza t ions .  For example, s t u d i e s  i n  
t h e  sociology of work have found tha t  individuals who a r e  
i n t e g r a t e d  i n t o  t h e  informal s t r u c t u r e s  of an o rgan iza t ion  
and who belong t o  mediating primary groups develop more 
p o s i t i v e  a t t i t u d e s  toward t h e i r  work and t o  t h e  o rgan iza t ions  
t o  which they belong. I n  a d d i t i o n ,  r e sea rchars  have  found 
t h a t  bureaucra t i c  s t r u c t u r e s  o f f e r  those a t  t h e  h igher  l e v e l s  
of an organization a g r e a t e r  degree of autonomy and 
o r e a t i v i t y  than  i n d i v i d u a l s  who occupy ' h i r e l i n g  r o l e s '  
w i t h i n  an organization (Looke, 1976). 
Informal s t r u c t u r ~ s  r e f e r  t o  the  pa t t e rned  i n t e r a c t i o n s  
o f  i n d i v i d u a l s  and groups w i t h i n  an organization ( spencer ,  
1985: 177-178). Ind iv idua l s  who a r e  insuf f i c i en t ly  i n t e g r a t e d  
i n t o  t h e s e  in fo rna l  s t r u c t u r e s  o f t en  find t h a t  they  a r e  
Unable t o  P~O~L.BSS within t h e  organization.  One s t u a y  found 
t h a t  women and minor i t i e s  a t t r a c t e d  fewer mentors, s e n i o r  
p e o p l e  whose support  can h e l p  wi th  promotion, compared t o  
e q u a l l y  capab le  white males. Even when women and m i n o r i t i e s  
were admitted t o  o rgan iza t ions ,  they had t o  be c a r e f u l  t o  
a d j u s t  t o  the expec ta t ions  a n d  a n x i e t i e s  of o the r s  ( E p s t e i n ,  
1983).  
Workers must a l s o  l e a r n  t o  ab ide  by t h e  in fo rmal  norms 
of  t h e  workplace i n  o r d e r  t o  become in tegra ted  i n t o  an 
o rgan iza t ion .  For example, workers  informally agree abou t  t h e  
amount o f  work t h a t  should be tu rned  out. Ind iv idua le  who 
d e v i a t e  from t h e s e  informal norms by producing t o o  mush or 
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too little risk isolation from their co-workers and develop 
feelings that they do not belong in their work situation. 
Informal norms also specify the conditions under which money 
or property nay be taken and allow employees to engage in 
illegal behavior without loss of face (Altheide et al., 1978; 
Robin, 1974; Parilla et al., 1988). 
Other studies have found that individuals develop more 
positive attitudes toward an organization when they belong to 
it through a mediating primary group. Primary groups bind 
their msmbera firmly into a larger social structure in much 
the name way that the family mediates between the individual 
and the larger society (Spencer, 1985: 187). Por example. 
studies of morale among American soldiers during World War I1 
and the Korean War found that solidarity was high at the 
squad and the platoon level (Little, 1964; Shils, 1950, 
Stouffer et al., 1949). Combat soldiers in Vietnam, however, 
did not have the same sources of solidarity. Most soldiers 
served in Vietnam for only 12 months and were not sent there 
with the training group with whom they had formed strong 
bonds, thus limiting the formation of primary groups and 
fostering alienation. The soldier was "essentially private 
and salf-concerned," especially near the end of his tour or 
duty (Moskcrs, 1970: 142-143). 
The individual's position within the bureaucratic 
structure is another important factor affecting the degree of 
social integration and the amount of satisfaction derised 
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from work. On t h e  one hand are p ro fess iona l s ,  managers, and 
highly s k i l l e d  techll icians,  who enjoy considerable power over 
t h e  t iming,  techniques and q u a l i t y  of what they do.  Workers 
i n  t h i s  category can design and run  systems, engage i n  
r e sea rch  and development a c t i v i t i e s  and innovate il they 
choose. On t h e  o the r  hand are t h e  o r d e r l i e s ,  s a l e s  o le rks ,  
f i l e  c l e r k s ,  l i n e  workers, and o t h e r  employees, whose jobs 
c o n s i s t  i n  following e x t e r n a l l y  given d i r e c t i o n s  (Spencer, 
1985). For example, assembly-l ine and machine-tending workers 
have h igh ly  spec ia l i zed  jobs. must follow vork methods 
devised by someone e l s e ,  and must vork a t  t h e  pace s e t  by a 
machine or conveyor b e l t .  The work is r e p e t i t i v e ,  i s  c l o s e l y  
supervised,  and o f f e r s  l i t t l e  room f o r  i n i t i a t i v e .  Automobile 
and o t h c r  assembly-l ine workers cannot leave t h e i r  vork 
s t a t i o n  un less  they  are r e l i e v e d  by o the r  assemblers. Thesa 
lower-level employees are  more l i k e l y  than ind iv idua l s  
occupying ' boss  r o l e s '  t o  r e p o r t  f e e l i n g s  of powerlassneas 
( f e e l i n g  t h a t  t h i n g s  are beyond personal  oon t ro l ) ,  
meaninglessness ( l a c l i n g  a sense of purpose),  i s o l a t i o n  
( f e e l i n g  t h a t  they do no t  belong i n  t h e i r  work s i t u a t i o n )  and 
self-estrangement (a f e e l i n g  of depersonalized detaohnent 
from work r a t h e r  than  involvement i n  t h e  job)  (Blauner,  1961; 
seenan, 1959). Such cares of job  d i s e a t i s € a c t i o n  may l e a d  t o  
absenteeism, high tu rnover ,  wi ldca t  s t r i k e s ,  sabotage,  poor- 
q u a l i t y  products,  and a re luc tance  of workers t o  conn i t  
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themselves to their work tasks (U.S. Department of Health, 
Education and welfare, 1973). 
In exalniningthe relationship between social integration 
and student satisfaction, however, one must be careful to 
distinslish between the unique social conditions of 
university life that affect student satisfaction with the 
social conditions that affect job satisfaction in other types 
of organizations. In this regard. Tinto (1986) cautions 
against the applisation of theories of work organizations to 
explain student behaviors and perceptions. 
The application of theories of work organizations. ..must 
be carried out with care. The primary difficulty with 
such applications is that they .aka the implicit 
assumption that higher education organizations are 
essentially the same as those in the world of work and, 
therefore, that one can think of students in those 
organizations as one would of workers in factories or 
offices. While this analogy might be stretohed to fit 
faculty and staff, it is doubtful that students would 
see themselves in the same light as would workers 
generally. Though the ana1-y of worker productivity and 
student performance is especially appaaling ... we must 
be careful not to push such analogies too far (p.377 
quoted in Vaala and Holdaway, 1989: 173). 
Higher education scholars who have studied student 
attrition or retention, as we shall see in our review of the 
literature on student satisfaction in chapter two, have 
hypothesized that student. who are sooially and academically 
integrated into university life express higher levels of 
satisfaction than those less socially and academically 
integrated. However, while this research has added to our 
understanding of how the 'degree of fit' between students and 
their environments nay affect educational outcomes, there is 
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still a significant gap in our knowledge as to how the 
interplay of students' entry traits, their institutional 
experiences and the characteristics of the university say 
have an impact on student satisfaction, 
Using qualitative data to flesh out the more subtle and 
complex effects of university life, this study will show that 
a student's 'institutional4 or 'environmental fit* with the 
university is itself dependent upon studentas abilities to 
define and pursue goals in the organizational setting of the 
university as well as their possessing the means to achieve 
these goals. 1\11 students, regardlass of their social 
backqrounds or entry characteristics, must eventually fulfil 
institutional requirements (for declaring a major, obtaining 
core or required courses, and meeting degree requlations for 
example) if they are to reach the goal of graduation. Money, 
cultural capital, social support networks and lay referral 
systems, and institutional rewards (credits and grades) are 
the rasources or means that are necessary to meet this goal. 
A s  the findings from this study will indicate, the unequal 
distribution of these resources and the inability to define 
goals in an organizational setting ultimately account for 
variation in student satisfaction levels. Furthermore, this 
study will show how student satisfaction is affected by 
students' perceptions concerning the link between their 
education at university and their anticipated sxperiences 
beyond university. 1n this context, satisfaction is an 
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emotional state oriented toward the future. As the findings 
will indicate, satisfied students express greater confidence 
that their educational experiences will be relevant and 
valuable for the limited structure of oppo~tunities awaiting 
them upon graduation. Dissatisfied students, on the other 
hand, are not as confident that their education will prepare 
than for a conpatitive job market and for the demands of the 
'real world' beyond university. 
-tions of Research on student satisfaction 
  he rociological perspective used in this study will help to 
develop a critical understanding of students' problems, 
frustrations and dilemmas as participants in a complex 
organization. In addition to contributing to the knowledge 
about student behavior, this research has very practical 
purposes as applied sociology. Knowledge gained from this 
study can be used (1) to inform the university's 
institutional policies and ( 2 )  to evaluate existing prograns 
and services that target students (teaching, administrative 
pr~csdures and student loans for example). 
  he current knowledge bare on the student experience is 
very narrow with respect to undergraduates' perceptions about 
the education that they receive or whether or not they are 
satisfied with the services administered by the university. 
This information is important if the university is to carry 
out its most important mandate of educating students. 
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Possessing knowledge about student s a t i s f a c t i o n s  and t h e  
f a c t o r s  t h a t  a f f e c t  s a t i s f a c t i o n s  can al low concre te  s t e p s  t o  
be  t aken  a t  t h e  polioy l eve l ,  thua 'adding value '  t o  t h e  
eduoational  process.  Data from s t u d i e s  such as t h i s  can make 
va luab le  con t r ibu t ions  t o  s tuden t s ,  t o  t h e  un ive r s i ty  and t o  
s o c i e t y  i n  genera l .  
Contributions to Btuaenta 
One of the  aims i n  wr i t ing  t h i s  t h e s i s  is t o  s e n s i t i z e  
s t u d e n t s  t o  t h e  f a c t  t h a t  t h e i r  peroeptions,  experiences and 
op in ions  are important .  Students s h m l d  be  empowered t o  e x e r t  
an impact on u n i v e r s i t y  po l i cy  dec i s ions  t h a t  w i l l  d i r e c t l y  
a f f e c t  the  q u a l i t y  o f  t h e i r  educa t iona l  experiences.  
Government o f f i c i a l s  and un ive rs i ty  po l i cy  makers rou t ine ly  
dev i se  p o l i c i e s  t o  d e a l  with such complex issuas aa (11 
resource a l l o c a t i o n ,  ( 2 )  fees, ( 3 )  s tuden t  loans.  ( 4 )  c l a s s  
s i z e s  and (5) t each ing  without consu l t ing  s tuden t s .  There i s  
l i t t l e  or no understanding o f  what ocours i n  t h e  day-to-day 
r o u t i n e s  of t h e  u n i v e r s i t y ' s  most inpor tan t  c l i e n t s  - 
s tuden t s .  By p rov id ing  s t u d e n t s  with t h e  o p p o r t u n i t y t o  s h a r e  
t h e i r  experiences,  peroeptions,  and op in ions  conoerning th%& 
education,  s t u d e n t s  can p a r t i c i p a t e  more meaningtully i n  the  
deoision-making process.  Government o f f i c i a l s  and university 
po l i cy  makers f u r t h e r  relnovad from l i f e  a t  t h e  bottom of the  
' i vo ry  tower' can then  have a b a t t e r  understanding about the  
p o t e n t i a l  impaot of t h e i r  deo i s ions .  
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1n part, this .'asis engages in a form of client 
=ducation to enable students to make more informed decisions 
about what to look for and what questions to ark when they 
sesk out professional services at the university. Students 
seek out this type of 'consumer infomation' when they 
the advice of fellow students or trusted professors 
about what courses to take, about whom to take courses from 
and about haw to appeal a detrimental student loan decision. 
~onetheless, some students lack aoceas to the informal 
networks that would facilitate their avoidance of the 
inevitable pit-falls of university life. By simply 
identifying areas where students cornonly experience problems 
and by describing to novices how veterans have dealt with 
them, neophytes may be able to avoid some of the same 
difficulties. Students may also benefit from knowing that 
other students share the same or similar experiences in 
dealing with the university bureaucrasy, unfair professors 
and the myriad of ruler and regulations that pertain to 
campus life. Armed with such knowledge, students may be 
encouraged to participate in student governments or to become 
more aotive in promoting and protecting their o m  interests. 
Contributions to the university 
Data on students' perceptions and satiefactions can provide 
important information for university administrators, faculty 
members, student services personnel and other professional 
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staff who want to meet the needs of students more effectively 
and who want to upgrade the quality of services to the client 
of the system. Northeast Missouri State Ilniver~ity (WMSU) ,
for example, annually distributes a quartionnaire to its 
students asking, "How satisfied Were you with the 
experiences, services, and facilities at NMSU?" Data from the 
questionnaire have been used successfully to identify ways to 
improve olient services at NMSU'S admissions office, 
registrar's office, financial aid office. oareer/plaseaent 
office, student activities office, and llbrary (Krueger and 
Heisserer 1987: 5 5 ) .  Data from this study could be used in a 
similar fashion to improve client services at MUN. 
Demonstrating a concern for students' welfare and for 
the quality of their social and intellectual development in 
likely to instil greater institutional commitment and sense 
of belonging among students. If universities enhance 
satisfaction a. a result of information gained in studies 
such as this, they will be batter able to broaden their 
financial bases through private funding. University alumni 
who were satisfied with their social and aoadea.ic evperienoes 
at nenorlal oan be a potential tinancia1 asset to a 
university currently strapped for funds. Private donors may 
be even more helpful to faculties such as Arts or Sciences 
that are usually overlooked by the private sector which eeems 
to prefer investing in more business-oriented or vocational 
faculties. 
~aking the effort to (letennine studentsq opinions about 
the quality of the education that they receive is a 
worthwhile endeavour in itself. A number of the students 
participating in our study were encouraged that raeearohsrs 
from HUN were finally 'going into the field' to investigate 
the student perspective. students in general want their 
universities to be more responsive to their needs and want to 
have input into the decisions that affect then. As two 
students who participated in our survey remarked: 
I think it is about time somebody attempted to assemble 
the opinions of those who really matter - the students. 
I sincerely hope some benefit will =one of studies such 
as these. They are long overdue and are needed 
desperately if we are to have a creditable source of 
education. 
This is the first time that I have been aware of a 
survey of students at HUN. I think that more of this 
should be oarried out so that the feelinss and outlooks 
of HUN students can be heard and- the possible 
improvement of some of their concerns and stresses 
[conveyed]. Furthermore, it enables the university to 
yet feedback upon its 'work' to improve the education of 
the enroled body. Finally, I feel that more surveys 
~hould be carried out to give a clearer picture of the 
university's role and effectiveness as a perceived 
eduoator. 
There is a need for a greater understanding between 
students and other members of the university community. 
Students, faculty, administrators and other organizational 
members can become Separated into factions and even opposed 
to each other through the processes of 'typification' and 
'stereotyping' that sometimes ocour vithin institutions. 
Through sdch prmerser individuals learn to distinguish 
themselves from 'outsidersc and coma to clearer definitions 
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about their own roles and agendas within the organization 
(Goffman, 1961). Such fragmentation within the university 
cornunity is evident in the way that faculty and 
administrators haggle over power and different academic 
disciplines or departments engage in a kind ot  
'interdepartmentalwarfare,' battling far prestige and scarce 
resources (Boyer, 1987). student8 often find themselves 
caught in the middle of such battles, unable to design for 
themselves an academic program of choice that crosses the 
boundaries of different dissiplinas. Ona student at Memorial 
only recently succeeded in getting academic regulations 
changed to aocomodate her choice of a ohemistry major and a 
philosophy minor -an arrangement that war previously 
forbidden under HUN'S rules.' Memorial's faculty union 
( ~ N P A )  is reported to be strongly resisting administration 
proposals for greater accountability for teaching, another 
obstacle that, if surmounted, will likely benefit students 
(-e, march 24, 1991). It is important to find out 
how students feel about issues of teaching and learning and 
how they are affected since they too have a stake in their 
resolution. 
Finally, a better understanding between students and 
faculty members is of the utmost importance since instructors 
are on the 'front lines' in the delivery of educational 
' Cemnantr made by the Dean of Arts, Dr. Michael stavalry. 
at a presentation entitled 'The University's Role in 
Economic Recoveryo (October, 1991). 
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services and students are, of course, the prime recipianta. 
~eseaech has shown, for caanple, that when students have 
direct, personal knosledge of their instructors' grading 
practices (especially of the criteria they use in grading). 
students are more likely to perform at higher levels (Norton 
1990: 4 4 0 ) .  
TOO often, atudents and faculty assume adversarial roles 
or are ignorant about each other's approaches to teaching and 
learning. By knowing how different university students 
respond to different methods of instruction, faculty members 
will be in a better position to know what will and will not 
be effective in the classroont. Detailed feedback from 
students concerning teaching approaches. Etylas and methods 
can uncover the strengths and weaknesses in this vital area. 
on this point there is some evidence to suggest that 
students1 evaluations of teaching and courses are congruent 
with teachers' evaluations of peers and courses (Prosser and 
Trigwell, 1990). This evidence lends credence to the claim 
that students' subjective perceptions of quality regarding 
teaching and courses are indeed valid measures. 
cont~ibutio~ls t o  80ci.t~ 
n fundamental mission of the university is to educate 
students. In looking at the contributions that data on 
students' perceptions and satisfactions can make for society, 
three important questions nust be raised. What are the 
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benefits to be derived from a university education? who is to 
receive these benefits? How can these benefits be most 
effectively delivered in an equitable manner? 
A n u e e r  of benefits are derived from higher education. 
One human capital approach suggests that an investment in 
universities leads to social and economic progress since 
every person with the necessary intelligence and motivation 
has the potential to acquire skills and training through 
education that can subsequently be employed to benefit 
society economically and socially. Some authors have linked 
education to democracy suggesting that in order for 
democratic ideals to become a reality a society must first 
ensure that all citizens are able to participate equally and 
intelligently. xach citizen must have a thorough 
understanding of the world to make informed choices and 
decisions on social, economic and political matters (Dewey, 
1966; Aronowitz and Giroux, 1985). Education is portrayed as 
the key to realizing these ends. 
In our society, education and social status are closely 
linked. People who hold educational credentials (university 
degrees, diplomas or certificates) have greater access to 
society's scarce social resources of wealth, power and 
prestige (Collins, 1979). A university degree is thus an 
innportant determinant of the social strata individuals will 
eventually occupy and the amount of economic and "on-economic 
benefits individuals will acquire. 
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1n Canada, educational policies have tried to promote 
greater accessibility to all E ~ ~ S E ~ S ,  ethnic groups and 
groups to ensure that all Canadians have an equal 
chance to obtain the benefits of a univarrity education. 
While these policies did manage to improve participation 
rater, among these groups, by the late 1980's. women, ethnic 
minorities and individuals from lower socioeconomic 
baokgrounds were still ~nderrepreeented in Canadian 
universities compared to white, middle olass, Anglo-saxon 
protestant males (Gilbert, 1989). Universities, in Porter's 
classic analysis, served to reproduce Canada's 'vertical 
mosaict (Porter, 1965). 
TO 'destratiFyo Canada's universities, more effective 
ways of eervioing traditionally disadvantaged segments must 
be identified. Underrepresented ethnic and linguistic groups, 
women (particularly in ssiancs and engineering fields), and 
individuals from lwer socioeconomic backgrounds represent 
segments of society who should be benefitting more From a 
university education. If university policy makers and 
government representatives direct their efforts to upgrading 
the quality of services provided by the university instead of 
merely upgrading the quality of inputs by raising admission 
standards they can achieve these goals. To ensure that such 
students can compete on a more equitable basis, for example, 
ways can be found to improve the quality of remedial or 
support services. Knowing more a b ~ u t  how students respond to 
32 
current services (i.e. how satisfied they are with 
c~unsslling centers, referral systems, foreign student 
offices, student loans officer and so on), the university's 
professional staff might be able to identify gaps or 
weaknesses in services that tarqet students from 
traditionally disadvantaged segments. This discovery would 
meet a third objective of ensuring that the benefits of a 
univaerity education are delivered in the mast efficient and 
equitable manner possible to as many people as possible. 
Conclusion 
In subsequent chapters, the quality of education at Memorial 
University is examined from the clientss perspective. The 
findings on student satisfactions and perceptions presented 
in this thesis indicete that improvements are necessary at 
MUN in the areas of taarhing (especially in the first year), 
administrative procedures, student loans services, so. .rl 
support, and coutlselling and advising for students. It in 
also evident that undergraduate students at HUN work and live 
under a vide range of pressures and stresses that result 
largely from overcrowding and inadequate funding. At the sane 
time, the majority of students who participated in this study 
appear to have reconciled themselves to the adverse 
conditions they must face and maintain unexpectedly hiqh 
levels of satisfaction. The raaron behind this becomes 
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clearer when w e  consider how students adjust their 
aspirations to current economio and social realities. 
Student satisfaction is an educational outcome over 
which unive~sities have conniderablo influence. Despite the 
major challenges confronting Memorial University, it is 
within the university'. power to change certain institutional 
struoture~ and processes in order to reduce the stresses and 
pre66ures on undergraduates and make their tine at MUN nora 
catistying and rewarding. In recommending ways to make the 
university experience more satisfying and rewarding for 
students, however, it should be pointed out that high levels 
of student satisfaction nay not indicate that students have 
received a 'quality' education - however that term might be 
defined. Students' conceptions and definitions of quality are 
subjective and may differ from those of faculty, 
administrators, employers and others. Nonetheless, 
undergraduates' views and opinions about their educational 
experiences are important to document m i  can be used to 
inform strategies to serve better the university's most 
important clientele. 
TO bagin our analysis, it is necessary to review the 
higher education literature on student satisfactions and 
perceptions. Factors that have been identified as affecting 
satisfactions are discussed in chapter two and the 
relationship between student satisfaction and quality in 
higher education is examine3 in greater detail. chapter three 
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provides some important information about the social 
environment in whioh the study takes place - about the 
location of Memorial University of Newfoundland, its relation 
to society, and its organizational participants. Chapter four 
describes the methodology for the study. It outlines the 
research design, sampling techniques and instrumentation and 
it discusses the number of problems encountered during the 
data collection. Chapter five presents the findings of the 
study and chapter six identifies the causes and factors that 
acOWnt for students' satisfaction levals and perceptions. 
Finally, chapter seven discusses their polioy implications in 
relation to improving the quality of education at Memorial. 
Alexander Aetin, a noted higher education scholar, describes 
student satisfaction as one of the most important and 
significant outcome6 of the higher education proseso. 
unfortunately, as Astin points out, student satisfaction has 
merited little attention in the research literature. 
Current discussions of accountability or the 'outputs' 
of higher education frequently overlook student 
satisfaction. This area =overs the student's subjeotive 
experience during the college yeerr, and perceptions of 
the value of the educational experience. Given the 
considerable investment of time and energy that most 
students make in attending college, the student's 
perception of value should be given substantial weight. 
Indeed, it is difficult to argue that student 
satisfaction can be legitimately subordinated to any 
other educational outcome (Astin, 1977: 164). 
This chapter reviews the higher education literature on 
student satisfactions and perceptions. The first section 
elanines the findings of several American and Canadian 
studies which have linked student satisfaction to social and 
academic integration variables, certain institutional 
characteristics and student perceptions. The second eection 
explains why student satisfaction is an important subjective 
measure of 'quality' in education. 
The research on college and university students is abundant 
as the literature reviews of Jacob (19571, Feldman and 
Newcomb (1969). Bowen (1977). and more recently Pascarella 
and Terenzini (1991) make clear. But as extensive as the 
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1 i t e r a t ~ : e  may b e ,  t h e r e  a r e  a l so  some significant gaps and 
weaknesses tha t  need t o  be addressed.  Much of t h e  l i t e r a t u r e  
d e a l s  wi th  outcome v a r i a b l e s  such as measurable changes i n  
cogn i t ive  s k i l l s  a n d  i n t e l l e c t u a l  growth, psychosocial  
changes ( i d a n t i t y ,  self-concept,  self-esteem, re la t ing  t o  
o t h e r s  and  the e x t e r n a l  world),  a t t i t u d e s  and values,  moral 
development, a n d  econulnis and  non-economic benef i t s  o f  higher 
e d u o a t i ~ n . '  Re la t ive ly  rev s t u d i e s  have c e n t e r e d  on s t u d e n t s s  
s a t i s f a c t i o n  wi th  t h e i r  un ive r s i ty  experience as a 
s u b s t a n t i v e  a r e a  of inves t iga t ion  (Bean and Bradley,  1986; 
Paasarells, and Teranr in i ,  1991; Knov e t  al. 1991).  
A number o f  higher educa t ion  scho la r s  i n  t h e  United 
S t a t e s  have employed s tuden t  e a t i s f a s t i o n  measures i n  
concep tua l  models o f  s tuden t  a t t r i t i o n  o r  r e t e n t i o n .  
s a t i s f a c t i o n  is viewed a s  an in te rven ing  va r iab le  t h a t  
p r e d i c t s  t h e  ' degree  of f i t '  between t h e  s tuden t  and t h e  
u n i v e r s i t y  environment ( f o r  example Bean, 1983, 1985; Howard 
and Maxwell, 1980; Munro, 1981; P a s c a r e l l a ,  1980; Spady, 1970 
and Tinto,  1975). The models are based o n  the conception t h a t  
s tuden t  background va r iab les  (secondary school g rades ,  
e t h n i c i t y ,  major,  f i n a n c i a l  s t a t u s ,  pa ren ta l  educa t ion)  
a f f e c t  t h e  student's l e v e l  of i n i t i a l  aommitments t o  t h e  
g o a l s  of g radua t ion  and t o  t h e  p a r t i c u l a r  institution 
a t t ended ,  which, in tu rn ,  have a n  impact upon the s t u d e n t ' s  
I NO"-economic b e n e f i t s  are t y p i c a l l y  subsumed under t h e  
more g e n e r a l  heading o f  ' q u a l i t y  o f  l i f e  neasures ' .  
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aoademic and s o c i a l  i n t e g r a t i o n  wi th in  t h e  i n s t i t u t i o n .  For 
example, a s t u d e n t  v i t h  exce l l en t  g rades ,  a more p o s i t i v e  
academic a t t i t u d e ,  and a f irmer i n t e r e s t  i n  h i s  or he r  major 
would l i k e l y  becolne more i n t e g r a t e d  i n t o  t h e  u n i v e r s i t y  
mil ieu and would s t and  a b e t t e r  chance o f  s u c c e s s f u l l y  
completing a degree program. The r e l a t i o n s h i p  between 
academic and s o c i a l  i n t e g r a t i o n  and s t u d e n t  s a t i s f a c t i o n  i s  
discussed below. 
~ c a d e m i c  i n t e g r a t i o n  is viewed "...as a func t ion  of t h e  
e x t r i n s i c  rewards o f  g rades  as w e l l  as t h e  i n t r i n s i c  rewards 
a s soc ia t ed  w i t h  a s t u d e n t ' s  s e l f  pe rcep t ion  o f  i n t e l l e c t u a l  
development." ( G i l b e r t  e t  a l .  1989:4).  Academia i n t e g r a t i o n  
i s  hypothesized t o  have a p o s i t i v e  i n f l u a n c e  on s tuden t  
s a t i s f a c t i o n  as w a l l  as a e tuden t ' s  i n t e r e s t ,  mo t iva t ion  and 
confidence.  Seve ra l  s t u d i e s  have found c o l l e g e  g rades  t o  be 
p o s i t i v e l y  a s s o c i a t e d  v i t h  academic s a t i s f a c t i o n  (Knox e t  a l ,  
1992; Bean and Bradley,  1986). However, g r a d e r  have been 
found t o  b e  v i r t u a l l y  un re l a t ed  t o  e x t r a c u r r i c u l a r  
s a t i s f a c t i o n s .  T h i s  has l ed  to t h e  g e n e r a l  conc lus ion  t h a t  
payoffs  i n  the form of g rades  have an impact  on one's 
eva lua t ion  o f  t h e  academic s i d e  o f  c o l l e g e  l i f e ,  b u t  probably 
not  on o t h e r  a s p e c t s  - s o c i a l  l i f e  and s p o r t s  and r e c r e a t i o n  
f o r  example (Knox et  a l ,  1992). 
Moratain (1977) r e p o r t e d  t h a t  s t u d e n t s  who ware 
s a t i s f i e d  w i t h  t h e i r  academic programs were more l i k e l y  than  
1.65 S a t i s f i e d  s t u d e n t s  to s h a r e  wi th  f a c u l t y  s i m i l a r  views 
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abaut t h e  "purposes,  processes end power dimensions#* of 
edlrcation. l o r s t a i n  found t h a t  moderately and highly 
s a t i s f i e d  s t u d e n t s  expressed more pre fe rence  fo r  
f o r n a l l t r a d i t i o n a l  modes of teaching (e.9. l e c t u r e s ) ,  placed 
more va lue  on g rades  and ex te rna l  eva lua t ions  by f a c u l t y  and 
at tached higher import t o  v o c a t i o n a l / p r a c t i c a l  and a 
' learning f o r  its own sake" purpose o f  a c o l l e g e  education. 
D i s s a t i s f i e d  s tuden t s ,  on t h e  o the r  hand, preferred more 
informal and independent teaching-learning arrangements and 
des i red  more of a "co-equal" r o l e  with f a c u l t y  In educational  
decision-making. There views were l e s s  congruent with those 
of f a c u l t y ,  Moratain repor tad ,  who tended t o  p r e f e r  more 
atructuredteaching-learning modes, emphas ized the  importance 
of f a c u l t y  assessment of s tuden t  work and repor ted  r e l a t i v e l y  
l i t t l e  p re fe rence  f o r  etudent-faculty c a l l e g i a l i t y  in 
educational  decision-making (1977: 1 2 ) .  A study by Nsfziger 
e t  a l .  (1975) also found t h a t  a s tuden t ' s  l e v e l  o f  i n t e r e s t  
with h i a  or h e r  major was a p r e d i c t o r  of s a t i s f a c t i o n .  Bean 
and Bradley (1986) found t h a t  academic d i f f i c u l t y ,  defined as 
perceiving ona's academic program as d i f f i c u l t  and too 
competi t ive,  was another f a c t o r  t h a t  r e s u l t e d  in 
d i e s a t i s f a c t i o n  w i t h  t h e  co l l ege  experience. '  
Bean and Bradley expand t h e i r  d e f i n i t i o n  o f  academic 
d i f f i o v l t y  as follows: " ... d i f f i o u l t y  i s  viewed n o t  a s  
being cha l l eng ing ,  but  as being unpleasant (e.9. more 
d i f f i c ~ l t  h a n  you l i k e ' )  [1986: 3961. 
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s o c i a l  i n t e g r a t i o n  is viewed " . . . a s  a  function o f  
s tuden t  in te rac t ion  with both pee r s  and  facu l ty ,  wi th  bo th  
informal and formal s tuden t  f acu l ty  i n t e r a c t i o n  viewed as 
being of cons ide rab le  (Gi lbe r t  e t  a l .  1989: 41. 
A number of s t u d i e s  have found s o c i a l  i n t e g r a t i o n  t o  be 
p o s i t i v e l y  c o r r e l a t e d  with sa t i s fac t ion .  A s t u d y  b y  Schmidt 
and  Sedlacek (1972),  f o r  example, a s soc ia tad  s tuden t  
s a t i s f a c t i o n  with the frequency o f  s tuden t - facu l ty  
i n t e r a c t i o n s  and t o  the  number o f  professors wi th  whom a 
Student was acquainted.  S tud ies  by A s t i n  (1971, 1977) and  
Pasca re l l a  (1980) have repor ted  t h a t  f a c u l t y  and p e e r  
c o n t a c t s  have s u b s t a n t i a l  e f f e c t s  o n  o v e r a l l  s tuden t  
s a t i s f a c t i o n .  
A s t i n o s  1977 s t u d y  a l s o  found t h a t  t h e  s t u d e n t ' s  r a t i n g s  
o f  the undergraduate c o l l e g e  experience and environment was 
s t rong ly  influenced by va r ious  forms o f  involvement. For 
example, being a c t i v e  in a s o c i a l  f r a t e r n i t y  o r  e o r o r i t y  war 
repor ted  t o  l a a d  to  a h igher  degree of s a t i s f a c t i o n  with t h e  
undergraduate experience,  a s  well  as t o  g r e a t e r  s a t i s f a c t i o n  
o v e r a l l  with i n s t i t u t i o n a l  qua l i ty .  s t u d e n t s  who i n t e r a c t e d  
more f requen t ly  v i t h  f aou l ty  also repor ted  a  much h igher  
degree o f  s a t i s f a c t i o n  v i t h  s tuden t - facu l ty  r e l a t i o n s  t h a n  
s t u d e n t s  who d i d  not i n t e r a c t  wi th  f a c u l t y .  At  the srlne t i n e ,  
s t u d e n t s  who were heav i ly  invo lved  in t h e i r  academic p u r s u i t s  
were much more s a t i s f i e d  with q u a l i t y  of t h e  i n s t r u c t i o n ,  
s tuden t - facu l ty  r e l a t i o n s ,  curriculum, i n s t i t u t i o n a l  
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repu ta t ion ,  and co l l ege  admin i s t ra t ion .  Involvement i n  
a t h l e t i c  a c t i v i t i e s  was  a l s o  found t o  produce a  high degree 
of s a t i s f a c t i o n ,  p a r t i c u l a r l y  wi th  s tuden t  f r i endsh ips  
(As t in ,  1977). 
Some of t h e  c h a r a c t e r i e t i c s  o f  eduoational  i n s t i t u t i o n s  
appear t o  play some p a r t  in determining s tuden t  s a t i s f a c t i o n s  
and perceptions.  A  s t u d y  by Knox et  a1. (19921 t h a t  compared 
1 ,509  d i f f e r e n t  postsecondary undergraduate i n s t i t u t i o n s  
ac ross  t h e  United S t a t e s  fou,,d t h a t  co l l ege  c h a r a c t e r i s t i c s  
had s i g n i f i c a n t  e f f e c t s  only with r e s p e c t  t o  e o o i a l  l i f e  and  
s p o r t s  a n d  rec rea t ion  f a c i l i t i e s .  Their  f ind ings  indicated 
t h a t  t h e  g r e a t e r  t h e  student enrolment,  t h e  g rea te r  t h e  
e f f e c t  o n  the odds o f  being s a t i s f i e d  with r e c r e a t i o n  and 
s p o r t s  f a c i l i t i e s .  T h e  higher t h e  p ropor t ion  a t  f u l l - t i m e  
s tuden t s ,  the  higher t h e  odds of r e p o r t i n g  s a t i s f a c t i o n  v i t h  
s o c i a l  l i f s :  f o r  each l a  percent increment in t h e  p ropor t ion  
oi full- t ime s t u d e n t s ,  the  odds o f  r e p o r t i n g  t h i s  kind o f  
satisfai':ic:. were  8 p e r c e n t  higher.  A  r e l a t i o n s h i p  was a l s o  
found between s i z e  a n d  s o c i a l  s a t i s f a c t i o n .  Speculating on 
why t h i s  was the  case, the au thors  suggest ,  "Larger 
i n s t i t u t i o n s  p robab ly  no t  only have anore r e c r e a t i o n a l  
f a c i l i t i e s ,  bu t  they may have  a g r e a t e r  v a r i e t y  of them. They 
may a l so  con ta in  s tuden t s  v i t h  n wider v a r i e t y  of i n t e r e s t s ,  
t h u s  making it poss ib le  f o r  s tuden t s  wi th  s i m i l a r  l e i s u r e  
i n t e r e s t s  t o  pursue t h s n  toge the r"  (1992: 113). 
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U t i l i t y ,  defined a s  t h e  usefulness of o n e ' s  educa t ion  
for g e t t i n g  a job, for self-development o r  for o the r  des i red  
goa l s ,  has a l so  been l inked  t o  s a t i s f a c t i o n  (Bean, 1981). 
Bean and Bradley (1986). a f t e r  reviewing the l i t e r a t u r e  on 
job s a t i s f a c t i o n  and employee turnover,  hypothesized t h a t  
s a t i s f a c t i o n  may be d u e  to  i n t r i n s i c  or e x t r i n s i c  f a c t o r s ,  
and u t i l i t y  was expected to  be one such i n t r i n s i c  f a c t o r  f o r  
co l l ege  s tuden t s .  The i r  s tudy  confirmed t h a t  a s t u d e n t ' s  
peroeptlon of educa t iona l  benef i t s  was high ly  c o r r e l a t e d  wi th  
s a t i s f a c t i o n .  
I n  Canada, s t u d e n t  s a t i s f a c t i o n s  a n d  pe rcep t ions  have 
received s c a n t  a t t e n t i o n  in t h e  higher educa t ion  l i t e r a t u r e .  
Vi r tua l ly  a l l  of t h e  d a t a  generated on Canadian s tuden t s  a r e  
quan t i t a t ive  and designed f o r  use i n  mul t i -va r in te  models o f  
i n s t i t u t i o n a l  r e t e n t i o n  o r  departure (Gi lbe r t ,  1989) . 
Gilber t ' s  app l i ca t ion  o f  the model a t  one  Onta r io  u n i v e r s i t y  
examined t h e  process o f  u n i v e r s i t y  a t t r i t i o n  dur ing  t h e  
s tuden t so  f i r s t  yea r  a t  univeraity.  The  r e s u l t s  of t h e  s tudy  
confirmed the  importance of i n s t i t u t i o n a l  exper ience  
variables,  p a r t i c u l a r l y  s o c i a l  and academio i n t e g r a t i o n ,  b u t  
as G i l b e r t  p o i n t s  ou t ,  f u r t h e r  s t u d i s s  are neseesaq t o  
iden t i fy  t h e  causes  of d i f f e r e n t  types  of s t u d e n t  withdrawals 
including t r a n s f e r s  t o  postsecondary i n s t i t u t i o n s ,  temporary 
departures and system l e a v e r s .  
Most o f  t h e  s t u d i e s  t h a t  have d e a l t  s p e c i f i c a l l y  w i t h  
s tuden t  s a t i s f a c t i o n  have  been smal l  scale in-house p r o j e c t s  
12 
sponsored by departments of s tuden t  se rv ices  and only a few 
of  these  have been published.  A study by Holdaway and 
Kelloway (1987) asked a l l  937 f i r s t -yea r  s t u d e n t s  i n  the 
F a c u l t i e s  of Arts,  Business,  Education, Engineering and 
s c i e n c e  who had coma d i r e c t l y  t o  t h e  Universi ty o f  h lbe r t a  
from h igh  school about t h e i r  un ive r s i ty  exper iences  and the 
t r a n s i t i o n  from high schoo l .  noldaway and Kelloway reported 
t h a t  most s tuden t s  a s sessed  t h a t  they were working 
cons ide rab ly  harder than  a t  high school (on a scale ranging 
from 1 [ , n o t  nea r ly  as hard ' ]  t o  5 ['much h a r d e r s ] ,  72% o l  
respondents chose a response  of e i t h e r  4 or 5 ) ,  a n d  many r a i d  
t h a t  high school had n o t  adequately prepared them €or 
u n i v e r s i t y .  The g r e a t e s t  need t o  a d j u s t  occur red  i n  the  
amount of work (roean of 1 .0  on a f ive-point  s c a l e ) ,  s t r e s s  
(mean of 3.71, d i f f i c u l t y  of work (mean of 3.61, and methods 
o f  i n s t r u c t i o n  (mean of  3 .5 ) .  I n  terms o f  enjoyment and 
s a t i s f a ~ t i o n .  62% of  p a r t i c i p a n t s  chose 1 or 5 o n  the f ive -  
p o i n t  enjoyment s c a l e  (wi th  a mean of 3.7) while 53% chose 4 
or  5 on  t h e  f i v e  p a i n t  s a t i s f a c t i o n  s c a l e  (wi th  a mean of 
3.5).  1n a s tudy  a t  t h e  Univers i ty  of Guelph. Benjamin (1989) 
noted t h a t  academic work suf fe red  and grade l e v e l s  dropped 
f o r  f i r s t  yea r  s t u d e n t s  who repor ted  being lone ly  and 
i s o l a t e d  and who had d i f f i c u l t y  ad jus t ing  i n  t h e i r  f i r s t  year 
a t  un ive r s i ty .  nahaffey e t  a l .  (19911, i n  an a r t i c l e  on 
s t u d e n t  d i s s a t i s f a c t i o n ,  simply d i s o u ~ s  t h e  u t i l i t y  of an 
a b s t r a o t  t h e o r e t i c a l  model c a l l e d  EVLN ( e x i t ,  v o i c e ,  l o y a l t y  
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a n d  neg lec t )  t o  exp la in  various s tuden t  responses t o  
d i s s a t i s f a c t i o n .  
v a a l a  and Holdaway (1989) surveyed c o l l e g e  t r a n s f e r  
s t u d e n t s  a t t end ing  the  Univers i ty  of Alberta t o  determine 
which v a r i a b l e s  were a s s o c i a t e d  v i t h  s tuden t  success  and 
r a t i s f a c t i m  i n  t h e i r  t r a n s f e r  from co l l age  t o  u n i v e r s i t y .  
*he authora concluded from t h e i r  study t h a t :  (1) s tuden t s  
tended t o  be more s a t i s f i e d  v i t h  the co l l ege  exper ience  than  
w i t h  t h e  un ive r s i ty  experience;  (2)  s tuden t s  r e p o r t e d  h igher  
s a t i s f a c t i o n s  from i n t e r a c t i o n s  with f a c u l t y  and peers  a t  
c o l l e g e  than v i t h  s i m i l a r  i n t e r a c t i o n s  a t  u n i v e r s i t y  ( 3 )  
s t u d e n t s  reported more s a t i s f a c t i o n  wi th  t h e i r  i n t e l l e c t u a l  
development a t  co l l ege  t h a n  a t  un ive r s i ty  and ( 4 1  p o s i t i v e  
f a c u l t y  in f luences  on a tuden t s  were perceived t o  b e  g r e a t e r  
a t  co l l ege  than  a t  un ive r s i ty .  Vaala and Holdaway a t t r i b u t e  
t h e  s u b s t a n t i a l  pos i t ive  i n f l u e n c e  of co l l ege  f a c u l t y  members 
o n  t r a n s f e r  s tuden t s  t o  the  support  and encouragement 
a v a i l a b l e  t o  s tuden t s  w i t h i n  t h e  co l l ege  system. They also 
s u g g e s t  t h a t  t h e  lover  s a t i s f a c t i o n  r a t e s  concerning 
i n t e l l e c t u a l  development a t  u n i v e r s i t y  may be  due t o  
u n r e a l i s t i c  expec ta t ions  about un ive r s i ty  work. To remedy 
t h i s ,  Vaala and Holdaway reconmend t h a t  t r a n s f e r  s t u d e n t s  be 
g i v e n  more t r a n s f e r  program information (i .e .  by v i s i t i n g  the  
u n i v e r s i t y  campus be fo re  t r a n s f e r  and making o o n t a a t  wi th  
f a c u l t y )  so t h a t  s t u d e n t s  c a n  know more abou t  what is 
expec ted  of them a t  un ive r s i ty .  
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Ir survey Of Undergraduates i n  the f a c u l t i e s  of Arts end 
s c i e n c e  a t  Memorial u n i v e r s i t y  of Newfoundland gathered 
q u a n t i t a t i v e  da ta  on s tuden t s '  l e v e l s  of s a t i s f a c t i o n  with 
v a r i o u s  aspec t s  o f  undergraduate l i f e    omm me e t  a l .  
forthcomingl.  The survey found t h a t  over 60 p e r c e n t  of 
undergraduates vere d i s s a t i s f i e d  v i t h  t h e  s t u d e n t  loans  
program, v i t h  ava i l ab le  work space  on campus, end with the 
oppor tun i ty  t o  eva lua te  t h e i r  p ro fessors .  Between 50 and 60 
p e r c e n t  vere d i s s a t i s f i e d  with the amount of c o n t a c t  t h a t  
t h e y  had wi th  p r o f e s s o r s  and  v i t h  t h e  u n i v e r s i t y ' s  
a d m i n i s t r a t i o n  procedures. The amount and q u a l i t y  o f  aoademic 
a d v i s i n g ,  t h e  relevance o f  course  content  t o  the  j o b  market, 
a n d  c l a s s  s i z e  were i n d i c a t e d  by between 40 and 49 p e r c e n t  as 
SOUZE~S of d i s s a t i s f a c t i o n .  Roughly a t h i r d  o f  s t u d e n t s  were 
dissatisfied with t h e  q u a l i t y  o f  con tac t  v i t h  p ro fessors ,  the 
s e l e c t i o n  of ava i l abe  courses ,  t h e  workload i n  c o u r s e s ,  and 
t h e  physical  education f a c i l i t i e s .  Apprmimately a q u a r t e r  of 
s t u d e n t s  expreseed d i s s a t i s f a c t i o n  v i t h  t h e  i n t e r e s t  l e v e l s  
a n d  con ten t  o f  t h e i r  courses ,  v i t h  t h e i r  marks, a n d  v i t h  the 
t e a c h i n g  performances of t h e i r  p ro f s seors  and t e a o h i n g l l a b  
a s s i s t a n t s .  I n t e r e s t i n g l y ,  t h e  s tudy  Pound t h a t  s tuden t -  were 
more favourably disposed toward the t eaoh ing  of t h e  l a t t e r  
over t h e  former. Students i n d i c a t e d  t h e  l e a s t  d i s s a t i s f a c t i o n  
w i t h  t h e  following i tems: t h e  amount being l ea rned ,  the 
l i b r a r y  resources, t h e i r  s o d a 1  l i v e s ,  a n d  t h e i r  
a ~ ~ o m ~ d a t i o n e . .  
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 he s tud ies  reviewed i n  t h i s  chapter o f f e r  a c l e a r e r  
p ic tu re  of how co l l ege  c h a r a c t e r i s t i c s  and s t u d e n t  
experiences a f f e c t  s a t i s f a c t i o n .  S o c i a l  and academic 
i n t e g r a t i o n ,  t h e  l eve l  of s t u d e n t  involvement and s t u d e n t s '  
pe rcep t ions  about t h e  u t i l i t y  of t h e i r  education are a l l  
important  va r i ab les  t h a t  have s u b s t a n t i a l  e f f e c t s  o n  
s a t i s f a c t i o n ,  However, two major problems are still apparen t .  
~ i r s t ,  much o f  the  data on  s tuden t  s a t i s f a c t i o n s  and 
pe rcep t ions  are American and were co l l ec ted  during a p e r i o d  
of s t u d e n t  unres t  i n  t h e  l a t e  1960'6 and e a r l y  1970 ' s  (Bean 
and Bradley, 1986).  Seoond, the  mainly q u a n t i t a t i v e  d a t a  
y ie lded  from these  s t u d i e s  have not r e a l l y  addad t o  o u r  
understanding o f  how such an important  educa t iona l  outcome a s  
s tuden t  s a t i s f a o t i o n  i s  produced.  Af te r  reviewing 2,600 
s t u d i e s  i n  Amerioan h igher  education,  one of t h e  key  
recommendations made by P a s c a r e l l a  and Terenn in i  (1991) was 
t h a t  more q u a l i t a t i v e  s t u d i e s  be conducted t o  f l e s h  o u t  t h e  
S u b t l e  and complex e f f e c t s  of collage.  The t y p e  09 
q u a l i t a t i v e  ana lys i s  advocated by Pasoarella and T e r e n z i n i  
would c e r t a i n l y  a i d  our understanding of s t u d e n t  s a t i s f a c t i o n  
and of t h e  f a c t o r s  t h a t  a f f e c t  o r  de te rn ine  t h i s  impor tan t  
s u b j e c t i v e  measure of q u a l i t y  in Canadian h igher  education.  
Yrins s tuden t  S-tion T o  Measure Educational  O u a l f t y  
There  is a g r e a t  d e a l  of controversy su r round ing  t h e  
d e f i n i t i o n  and assessment of ' qua l i ty '  i n  h igher  educa t ion .  
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Rankinqs o f  u n i v e r s i t i e s  and c o l l e g e s  by papular pub l i ca t ions  
l i k e  Haclean's o r  U.S. have included 
such measures of qua l i ty  as s e l e c t i v i t y  ( en t rance  g r a d e r  and 
accep tance  r a t e s  of s t u d e n t s ) ,  resources (pe rcen tage  of 
t enured  l e c t u r e r s  and o v e r a l l  PhD'a, research g r a n t s ,  
s tudent-Eacuity r a t i o s ,  o p e r a t i n g  budgets,  e t c . )  and 
r e p u t a t i o n  a s  judged by un ive rs i ty  presidents.  These 
conven t iona l  measures have been discounted by many h igher  
educa t ion  researchers i n  North America, however, as having 
l i t t l e  t o  do with t h e  q u a l i t y  o f  s tuden t s '  educa t iona l  
exper iences  or outcomes ( A s t i n ,  1985; Boguo and Sanders ,  
1992; EverS and G i l b e r t ,  1991; Millard,  1991: Gibberson.  1991 
c i t e d  i n  Martin, 1992).  I n s t e a d ,  q u a l i t y  i s  argued t o  be a 
d i r e c t  measure of  t h e  'value add=<' t o  s tuden t s  in t e rms  o f  
t h e i r  personal  growth and development. The concept of value- 
added i s  desc r ibed  by Osigveh (1986: 168) as ". . . the a b i l i t y  
of t h e  i n s t i t u t i o n  t o  in f luence  i t s  s tuden t s  favourably by  
making a pos i t ive  and i d e n t i f i a b l e  con t r ibu t ion  t o  t h e i r  
men ta l  as Well a s  personal  developnsnt. '  
The value-added approach c l e a r l y  p laces  a g rea t  d e a l  o f  
t h e  r e s p o n s i b i l i t y  f o r  demonstrat ing qua l i ty  or exce l l ence  i n  
educa t ion  on t h e  u n i v e r s i t y ' s  educators and its i n s t i t u t i o n a l  
services ( facu l ty ,  admin i s t ra t ion  and s tuden t  loans s e r v i c e s  
f o r  example). 1t is an ex t remely  complicated endeavour,  
however, t o  determine how, e n d  t o  what ex ten t ,  t h e  u n i v e r s i t y  
makes an ' i d e n t i f i a b l e  c o n t r i b u t i o n  t o  s tuden t s '  mental  a s  
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well as personal development.' First, the student's entering 
level of performance or competence would have to be 
determined. As Astin points out: "Without some assessment at 
the enterinq point, there is *imply no way to determine 
whether and to what extent the college has actually added 
value to the student's competence at exit point." (Astin 
1 9 8 7 i 9 5 )  There would also have to be some form of poat- 
assessnr.rit vhich could somehow isolate and identify tha exact 
contributions made by the institution and by educators 
themselves. 
Although it is an immense challenge to find some 
workable solution or pro~edure to determine just how much 
value a university education adds, some promising Canadian 
research has been conducted in this field. A study by Evers 
and Gilbert (1991)  which examined data on educational 
outcomes from two independent research projects found that 
formal university instruction produced added value an a 
number of important dimensions of student development. These 
included: thinking and reasoning skills, problem solving 
skills, planning and organizing skills, time management 
skills, ability to conceptualize, learning skills and 
quantitative, mathenatioal and technical skills (university 
coUr5es Were rated as the most useful source of development 
by more than 40 percent of the students surveyed for these 
areas). However, on a number of other important dimensions of 
student development much less value is added by formal 
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u n i v e r s i t y  courses. These included: independence. 
in ta rpe r sona l  and s o c i a l  s k i l l s ,  supervisory s k i l l s ,  r i s k -  
t ak ing ,  managing c o n f l i c t ,  l eadersh ip / in f luence ,  and 
c raa t iv i ty / innova t ion .  The primary sources f o r  in te rpe r sona l ,  
manaqinq c o n f l i c t  and personal  s t r e n g t h s  were paren t s  and 
pea r s .    ha primary sourcar f o r  r i sk - t ak ing ,  
leadership/influens~,~~~rdinating,and~reati~ity~innovation 
was s tuden t s '  work experience.  Evers and G i l b e r t  note t h a t  
work exper ience  even accounted f o r  a ru rp r i s inq ly  h igh  
p ropor t ion  of s tuden t s '  wr i t t en  communication s k i l l s  (1991: 
6 5 ) .  Using a s c a l e  of 1 ( n o t  a t  a l l )  t o  5  ( g r e a t l y ) ,  s tuden t s  
a150 repor ted  t h a t  u n i v e r s i t y  experiences con t r ibu ted  l i t t l e  
i n  the  following areas: s o c i a l  and p o l i t i c a l  awareness (mean 
of 3.31). c u l t u r a l  and a r t i s t i c  s e n s i t i v i t y  and awareness 
(mean of 2 .74) ,  g loba l  understanding: a sense of wider 
i n t e r n a t i o n a l  and c u l t u r a l  c o n t e x t s  ( 3 . 4 4 ) ,  h i s t o r i c a l  
consciousness (mean of 2.821,  c a r i n g  fo r  o the r s  (mean of 
3.21) and conoern f o r  o t h e r s  (3.32). Evers and G i l b e r t  argue 
t h a t  t h e s e  l a t t e r  educa t iona l  outcomes represen t  some of t h e  
more c r u c i a l  c h a r a c t e r i s t i c s  which l u t u r e  un ive r s i ty  
g radua tes  w i l l  require. 
While t h e s e  educationaloutcolnes are obviously extremely 
important  as i n d i c a t o r s  of educa t iona l  q u a l i t y ,  s tuden t  
s a t i s f a c t i o n  should a l s o  be recognized as an important  
s u b j e c t i v e  measure of a u n i v e r s i t y ' s  e f f e c t i v e n e s s  in 
s e r v i c i n g  its c l i e n t s .  I n  f a c t ,  t h e  study on educa t iona l  
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outcomes by Gilbert and Evers described above uses only 
'subjective data'. It refers to what students think they have 
acquired in the university experience. Despite the authors' 
sensitivity on the 'value added' ireua, their study tells us 
nothing concrete about how much students get out of their 
university education. The question remains as to how 
'qualitys and 'valueq in higher education might be defined 
and measured. 
Stuart Smith, the author of the report for the 
commission of Inquiry an Canadian University Education, has 
recommended that Canadian universities should implement a 
shared system of quality control to measure thelr 
performance. He suggests that such a system night include 
polling of university graduates to find out their opinion on 
the education they reoelved (Smith 1991: 131). Gielow and Lee 
also see a prominent place for student perceptions and 
eatisfactions in the asseasmant of educational quality: 
"Although an affeotive measure, it may be argued that student 
satisfaction is one of the most direct tests of POStse~Ondary 
success... Given that individual students are the primary 
beneficiaries of the college experience, asking them how 
satisfied they are with those experiences is an obvious way 
to measure this success. Studant satisfaction is also an 
educational outcome over which postsecondary institutions 
have considerable influence" (Gielov and Lee, 1988: p.3  
quoted in Knox et al., 1992). 
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Data on client satisfactions are widely used by the 
pr~fessionh of law and medicine to determine how affective 
services are in rreaehing clients and achieving their intended 
purposes (Aday et al., 19801. We have already noted how data 
on student satisfactions and perceptions can contribute to 
students, to the university and to society in the previous 
chaptar. Given the similarities between univarsities and 
health delivery services, for example, in terms of 
"... organizational complexity, diaciplinarylprofessiiiil 
heterogeneity, professional autonomy and self-governance, 
institutional independence and major public investment in 
financing," (Webster, 1990:79), it is both possible and 
desirable to use studies of student satisfaction to help 
upgrade the quality of services for university students. If 
this goal is to be realized, however, we must first recognize 
the unique character of the organizations of which university 
students are a part. It is to this task that we now turn - to 
learn more about some of the key characteristics of the 
particular institution under study. Memorial University of 
NPwfoundland. 
CEAPTER 3 
Memorial rmiversitv of Newfoundland 
Memorial university of ~ewfoundland (m) is looated in a 
particular social environmentoomposed of other institutiona, 
oeganizations and groups that place certain constraints and 
limitations on the university's activities, processes and 
practices.  or example, the provincial government provides 
financial support for HUN and demands some aocountability for 
the university's expenditures and policies land the 
provincial government itself is dependent on federal transfer 
payments). =he private and public sectors of the economy 
receive and judge the university's products. The university 
must also promote a certain 'public imageq that will retain 
the favour of students, government representatives, corporate 
donors, and other groups. That is why universities like NUN 
spend considerable amounts of money on public relations 
offices, attraotiva brochures, pamphlets and the like. HUN 
should not, therefore, be seen as an organirati~n isolated 
from the rest of society and functioning on its own. Rather, 
it must be sensitive to the perceived expectations of the 
social environment in which it is embedded. Often these 
expectations or demands are contradictory or unclear, perhaps 
not even articulated. 
Universities function within their social environments 
to achieve certain ends or goals. While a university's formal 
nission statement, written constitution or statement of 
purpose say give the impression that the university is an 
e n t i t y  s t r i v i n g  towards one uni f i ed  g o a l  or s e t  o f  goals,  
t h i s  is not n e c e s s a r i l y  t h e  case. Rather,  o rgan iza t iona l  
p a r t i c i p a n t s  ( f a c u l t y ,  admin i s t ra to r s ,  Other p ro fess iona l  
s t a f f  and s tuden t s )  pursue t h e i r  own ends or goa l s  e i t h e r  
ind iv idua l ly  or c o l l e c t i v e l y  (Becker 1966: 15) .  where 
c o n f l i c t s  and dinagraanents a r i s e  between or among 
p a r t i c i p a n t s ,  r e s o l u t i o n  occurs  through l a r g e l y  ' p o l i t i c a l '  
means.' 
s e e n  i n  t h i s  con tex t ,  HUN is not on ly  cons t ra ined  and 
l i m i t e d  by its s o c i a l  environment but it a l s o  has t o  make 
ad jus tments  end compromises fo r  t h e  competing demands placed 
o n  it by o r g a n i z a t i o n a l  p a r t i c i p a n t s .  Whenever t h a  
admin i s t ra t ion  or t h e  f a o u l t y  respond t o  the  e x t e r n a l  
p r e s s u r e s  placed on t h e  u n i v e r s i t y  by its s o c i a l  environment 
( f o r  example, when the  un ive r s i ty  is g iven  a smal le r  
o p e r a t i n g  budget) t h e r e  is a . t r i c k l e  dawn e f f e c t '  t h a t  
r eaches  s tuden t s .  Invar iab ly ,  t h e  n a t u r e  o f  these  
i n s t i t u t i o n a l  adjustments and compronises a f f e c t s  t h e  q u a l i t y  
o f  s tuden t  l i f e .  
T h i s  chap te r  p rov ides  some genera l  information about ERlN 
and  examine- how c e r t a i n  o rgan iza t iona l  f e a t u r e s  of t h e  
u n i v e r s i t y  e x e r t  a n  in f luence  on s tuden t  pe rcep t ions  and 
' Thosl espousing t h e  p o l i t i c a l  theory of o rgan iza t ion  and 
admin i s t ra t ion  of co l l eges  and u n i v e r s i t i e s  sugges t  t h a t  
u n i v e r s i t i e s  are ' p o l i t i c a l s y s t e m s '  cha rac te r i zed  by t h e  
i n e v i t a b l e  and i r r e c o n c i l a b l e  d i f f e r e n c e s  amono 
organ iza t iona l  p a r t i c i p a n t s .  Under such a system, th; 
r aao lu t ion  of c o n f l i c t s  t ake  the  form of bargaining and 
p o l i t i c s  (Perrow, 1910; Bess, 1988). 
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satisfactions.' First, a brief historical sketch is presented 
of Memorial University College's early beginnings and its 
evolution into a large, modern university. Following is a 
description of HUN'S lacstion and geographical setting, its 
rslation to society, its faculty and administrative and 
support staff, and its student body. 
The B e W  
Malcolm Macleod, in his book A Bridse Built Halfwav: B 
"istor" of ~emorial Univ~rsitv colleae 1925-1950, recounts 
the twenty-five year history of Newfoundland's first 
institution of higher learning. According to the MUN 
historian, plans to build Memorial University College were 
nearly thwarted because of opposition from religious leaders 
of the day and from a lack of finances. However, several 
factors made the 1925 opening of Memorial University collage 
possible: the nationil movement to find a suitable war 
memorial for the Newfoundlanders who had lost their lives on 
active service during the First World War, a aonsiderable 
change in official catholic attitudes toward 
nondenominational higher education, American financial aid, 
and the movement for university federation in the Maritime 
provinces of Canada (Hacleod, 1990). 
' Facts and statistical data are taken from the 1990-91 MUN 
Fact Book as well as the University's 1992-93 calendar. 
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In spite of the initial optimism surroundinq the 
College's establishment, however, its development from Is25 
to 1950 war disappointingly slow. In terns of student 
enrolments. for example, the average growth rate during the 
tventy-five year period was in tha range of 12 to 15 percent. 
In seven of those tuenty-five years, however, the number of 
students registered was actually less than the previous year 
(Macleod 1990: 255). As Macleod points out, the unfavourable 
economic, political and socialconditions caused by the grea. 
depression, the Government's conntitutional problems and the 
fractious nature of Newfoundland society (with cleavages 
caused by ruraljurban and Christian denominational 
differences) impeded any significant growth for the College 
during this period. 
When Newfoundland joinad Confederation in 1949, the 
first provincial government mads the elevation of Memorial 
collega to the full status of a university a top priority. 
Royal assent was given tha 6111 creating The Memorial 
University of Newfoundland on August 13. 1949, exactly one 
month to the day from the opening of the Provincial House of 
Assembly. The Board of Regents and the Senate Were 
inaugurated in May 1950, and the first Convocation of the 
University was held on June 3, 1950, when the first degrees 
were awarded (HUN calendar, 1992). HUN had been cast in a 
leading role in Premier Joay Smallwood's ambitious plans to 
%3dernizen Newfoundland society (Masleod, 1990). 
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From early in its history MM has maintained its status 
as an 'open door' or 'public' university. The admission 
standards it sst were designed to admit those who had a 
reasonable chance of conplating a degree, but also to take 
into consideration the social equity questions which 
essentially revolved around the access of students from lower 
s ~ ~ i o e c ~ n ~ n i c  ba~kgrounds and those from rural areas (Bennet 
et al. 1992). Subsidized tuition policies first implemented 
by the Smallwood government helped to reduce the r'inansial 
barriers for Newfoundland students attending university. As 
a result of these policies promoting universal accessibility 
the range of the student body was broadened in terns of 
cultural backgrounds, demographics, interests and abilities. 
A Period of Emansion 
With university status, Memorial entered a period of rapid 
growth that was to continue into the 1970's. In 1949-50, 
there were 307 full-time students at the university; in 1961, 
when the university moved to its present campus, the student 
enrolment had reached 1745 full-time and 152 part-time. Ten 
years later, 1971-72, the student population, including full 
and part-time student rose to 10,980. 
Meanwhile, there were other dramatic changes in the 
variety and extent of aoademic programs. In 1919-50, there 
were only two faculties (Arts and science, and Education). 
Today, there are six faculties - Arts, Science, Education, 
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Medicine, Engineering and Business Administration, and eight 
schools - Graduate Studies, Nursing, Physical Education and 
Athletics, social Work, General and continuing studies, 
Music, and Pharmacy. In 1975, the University established a 
campus in Corner Brook where it school of Fine Arts is now 
located. 
In addition to its faculties and schools, HUN has 
established aver the years a number of special divisions that 
are qviteprominent and internationally renowned. Among these 
are the Archaeology Unit, the Centre for Cold Ocean Resources 
Engineering (CCORE), the school of Continuing Studies and 
Extension, the Institute tor social and Economic Research 
(Ism), the Ocean Engineering Research Center (OERC) , the 
ocean sciences Center (OSC), and the International Reference 
canter for Avian Haematozoa (IRCAH) (HUN Calendar, 1992). 
st. ~ohn's campus 
MM's main campus in located in st. John's, the provincial 
capital, which is the core oE a metropolitan area with a 
population of over 160,000. The economic foundation of the 
city rests primarily on ita public sector. It accommodates 
moat of the province's postsecondary education institutions 
including the Marine Institute and several private career 
colleges and cornunity colleges. St. John's is also the site 
of the Provincial House of Assembly and the headquarters for 
its various government offices. 
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 he university is eome distance from the urban core of 
st. john's and is surrounded by relatively affluent suburban 
neighbourhoods. It is well situated to offer students, 
faculty and university staff access to a variety of urban 
amenities, however. Within walking dirtanoe of NUN is the St. 
john's Artr nd culture center, a large sports and recreation 
complex and a small shopping and commercial district. 
d he campus itself is spread out over 220 acres. It is 
bisected by Prince Philip Drive, an extremely busy four-Lana 
arterial road. Much of the campus is windswept and open. The 
grounds require extensive landscaping to add eome appeal to 
ths university's large parking lots and boring architecture. 
South of Prince Philip Drive are the university's older 
and temporary buildings that were erected in the early 1960's 
(though these are gradually being replaced as a result of 
M m T s  ambitious conatruotion plans), a large daycare 
facility, as vell the nine residence houses and four 
apartment buildinge that provide on-campus accommodation for 
students. The tight cluster of academic buildings 
accommodates the largest faculties of Arts and scienses, as 
vell as the schools of Sosial work, Education, physical 
Education and Athletics, General and Continuing Studies, 
Music and Pharmacy. The Thomson Student Center, which houses 
one of the largest and most profitable campus bars in Canada, 
is also on the south end of the campus. 
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North of the arterial road are the Health sciences 
centre, which incorporates the Faculty of ~adicine, the 
School Of Nursing, the School of Pharmacy and the St. John's 
General Hospital, several of the newer buildinqs which 
accommodate the faculties of Enqineerinq, Earth sciences, and 
Business Adminiatration, and the church owned and operated 
colleges. These buildings are relativaly spacious and 
attractive compared to the buildings on the south end of the 
campue. The National Research Cauncilos Institute for Marine 
Dynamics, which is Canada's prime canter tor studies related 
to cold ocean reaouece development, is also located on the 
north side of the campus. 
The Queen Elizabeth I1 Library, the largest of the 
campus' three libraries (the Health Sciences Library and the 
Curriculum Materials Center comprising the other two), 
provides a kind of focal point for the university. It is an 
impressive structure of 200,000 square feet on five levels, 
it has a =eating capacity of 2,000 and it can hold 1.6 
million volunes. The library's collection serves as a major 
information resource €or the university as well as the 
province. 
nany of the facilities available to students. faculty 
and other MUN employees are woefully inadequate for a 
university the size of Memorial. The Thonson Student Centre, 
designed for meetings, student offices, recreation and 
relaxation is usually cramped and overcrowded because of its 
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small size. Around mid day, it ie not unusual to find 
students huddled over railings or eitting on stairs eating 
their lunches hecause of the cafeteria's insufficient seating 
capacity. The fitness and recraation facilities that are 
available at the Phyaical Education Building (weight room, 
gymnasium, swidng pool, squash courts) are meagre and much 
of its equipment is obsolete. Playing fields are equally 
inadequate. Work and study apace at the Queen Bli?.abath 11 
Library can also he inadequate especially during the peak 
midterm and final exam period. 
to state and SPfinrY 
The Objectivee of Memorial University of Newfoundland 
are: to develop in the province an institution of higher 
learning deeerving of tha respect for the quality of its 
academic standards and of its research; to establish new 
prcqramaee to m e t  the expanding needo of the province; 
and to provide the means whereby the University may 
reach out to all the people. (NUN Calendar, 1992) 
These 'Objectivu of the University' reflect UUN's mandate 
from the provinca. The authority and functions of the 
university and its parts are delinrrated mder a legislative 
act entitled An Act Respecting the Nemrial University of 
Newfoundland. The bulk of UUN's funding comes from tha 
provincial govenment.' 
' For the fiscal year ending March 31. 1991, 83.8% of 
Uemorial's operating fund cams fro= the Govsnmant with 
the remainder coming from student fees (13.7a). 
investments (1.8%) and other sources (0.71). 
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The highest governing body of the university is the 
Board of Regents responsible for the 'management, 
administration and control oP the properties, revenue, 
business and affairs of the Universityq (University calendar 
1992: 24). The Board of Regents consists of three ex-ocficio 
members (the Chancellor oP the University, the President of 
the University, and the Academic Vice-President of the 
University), six members elected by the Alumni ~ssociation of 
the university, seventeen members appointed by the 
Lieutenant-Governor in Counr'! and two members appointed by 
the Lieutenant-Governor in Council who are full-time students 
or the university. Below the Board of Regents is the 
University Senate, the Paculty Councils and the Faculties and 
Sohools (see organizational chart - table 3-1). 1t is the 
President of the University, howevar. acting in conjunction 
With other acadelnic decieion-making bodies such as the Senate 
and the Board of Regents, who exercises power over Meaorial8s 
oprating fund and who devises more general institutional 
policies. 
A key institutional priority for Memorial and other 
Canadian universities that has evolved in recent years 
centers around the need for 'accountability' and 'fiscal 
responsibility'. Because universities have become 
overwhelningly dependent upon govarnmentfunding, governments 
have become more conasmad to demonstrate that they are 
getting 'value for money' in what they fund (Caaein and 
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"organ 1990: 1). =his has brought increasing pressure on 
canadian universities to demonstrate their worth both as 
institutions of education as well as of research. Pressures 
are also mounting on universities to gear themselves to the 
provision of employment related vocational training (Gilbert, 
1989). 
In order to respond to the external pressures posed by 
its social environment as well as the internal demands of its 
members, the Prasident of the university and other key policy 
makers depend on an efficient flow of infornation up and down 
the hierarchy ( B e s s  1988: 7). The President and his 
administration rely on reports from comittees composed of 
faculty, administrators and sometimes stvlents; counsel from 
vice-presidents; recommendations from the deans of various 
faculties; .,nd advise from a cadre of managerial experts who 
are responsible for the myriad functions of the university 
including everything from human resources and building 
maintenance to student registration. The generation and use 
of a variety of documents, forms, manuals, mission statements 
and no on meet this need for information and supplies 
university policy makers with the means to ensure that the 
institution functions in a cost effective manner (Casein and 
Morgan, 1990). 
One very important type of information that the 
university requires to carry out its mandate involves 
measurer of student learning and performance. n i s  
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infomation is conveyed through a bureaucratically efficient 
syatem of grades, course credits and credentials. Grades. 
course credits and credentials are important conmunicants for 
students (telling them 'how well they did'; whether or not 
they can proceed to a higher level of learning; or whether or 
not they are 'qualifiedo to hold positions in the labour 
market) as wall as for those who would admit students into 
the career market of gradustejproFession.1 SchoOls or 
directly into the la-ur foroe. They are also essential for 
the administrative procerse~ of the university (Dence, 1a91). 
As we shall see later in the analysis, the university"a use 
of these formal Institutional rewards is an jmportant factor 
that affects student.' perceptions and satisfaction levels. 
MUN EmDlovees 
When the university war established in 1950, there were 26 
full-time faculty supported by a full-tine staff of six 
(Macleod 1991: 255). Today, MUN is a nuoh larqer and more 
F U ~ P ~ P X  organization. At the time of our study in 1990-91, 
there were 2,571 permanent employees at MIN includinq 
faculty, administrators and various support staff (see table 
1-21. 
Paoulty 
HUN'S permanent faculty consists of 1,030 people with the 
largest numbers in the Faculty of Arts (251) and the Faculty 
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of science (268). out of the total faculty (which includes 
part-time and full-time faculty), 657 hold Pho's, 227 hold 
master's degrees. 89 hold professional degrees, and 151 hold 
qualifications of other sorts (graduate diplomas, 
professional designations, bachelor's degrees, and unknown) 
(MUN Pact Book, 1990-911. 
While it is difficult to measure the quality of HUE1's 
faculty objectively and to compare it to other institutions, 
it is interesting to note what the most reoent edition of the 
~aclean-g university ranking issue had to say on this 
abject. In terms of the reputation and quality of its 
faculty, the magazine took into socount the percentage of 
those with PhDs or the equivalent, the number who had won 
national awards and the ability of eligible faculty to secure 
grants from each of the three major federal granting 
agencies, vith a measure of both the number and the dollar 
value received last year IVaclean'r, November 9, 1992: 311. 
on all three dimensions MM came out near the betton of the 
list of the 12 Canadian "Comprehensive Universities" chosen 
for the m e a n ' s  survey. It was nurnber 10 out of 12 in terms 
of faculty with PhDa, number 8 for awards per full-tine 
faculty, and number nine for both humanities and 
medical/acienoe grants. Only in terms of the percentage of 
first-year classes taught by tenured and tsnure-track 
professors did Memorial come out on the top half of the list: 
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number 4 out of the 12 universities chosen for this 
category .' 
aaministration 
The university's fifteen administrative units employ 506 
permanent employees. The largest of there units, the 
department of University Works, is responsible Eor such 
duties as building and grounds maintenance, security, parking 
and safety. The other administrative units - the Board of 
Regents, the Comptrollers Office, Computing Services. the 
Registrar's Office, University Relations, Labour Relations, 
the offices ofthe three vice-prasidantn, and Human Resources 
- provide a team of managers to work vith the President. 
Under hie direction, the administration ie responsible for 
planning the university's budget, devising general 
institutional policies, carrying out varioue policy 
directives and maintaining the operations of the university. 
naolean's created the three categories for ranking 
Canadian universities: (1) Medissl/Doctoral - 
universities with a major commitment to PhD programs and 
research. A11 have medical rchools which set them apart 
due to the size of research grants. (Memorial, which has 
a medical aohool, was not included because its proqram 
mix war more comparable vith the comprehensive 
universities.) (2) Comprehensive - institutions that 
offer a significant amount of research activity and a 
wide range of prograns - including professional degrees - 
at the graduate and undergraduate levels. ( 3 )  Primarily 
Undergraduate - schools that are largely focueed on 
undergraduate education with feu PhD programs. 
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8uppOZt Btaff 
A large support staff of secretaries, librarians, 
accountants, clerks, technicians, security officers, 
maintenance workers, custodial workers and other personnel 
form a vital part of the university organization. The 1,035 
people who hold such positions at m deal directly with many 
of the conplaints and requests that students make, perform 
necessary administrative tasks, are responsible for the 
sanitation of the university environment and provide many 
other services to students, faoulty and administrators. 
Without the active support and assistance of these Workers, 
the university would not be abla to oarry out its duties and 
responsibilities. 
Ullion Aatisity 
The collective actions of employees have direct repercussions 
for the quality of student life at any university. The 
relationship betbean the university administration and the 
unionized workers it deals with is especially important in 
this regard. An effective working relationship between 
administrators and university employeas is likely to create 
a more relaxed atmosphere under which students =an live and 
work. At the same time, relations that are difficult or 
strained will likely create a more fractious and less 
harmonious environment that may adversely affect the quality 
of students' experiences. 
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At MUN, labour relations between the university 
administration and ths unions representing faculty (RUNFA), 
library workers (CUPE), maintenance workers (represented by 
the Newfoundland Association of Public Employees or NAPE), 
custodial workers (NAPE) and security guards (NAPE) have been 
problematic over the past several years. ~etween 1987 and 
1991, for example, labour disputes batvean the adninistratio~ 
and unionized workers resulted in strike action from members 
of all three NAPE unions as well as CUPE. When theae strikes 
occurred, students, faculty and other university staff had to 
deal with disruptions in cleaning, maintenance, library and 
security services. 
In 1389, the university narrowly averted a strike by its 
920 professors and librarians when MUNFA signed its Eirrt 
union contract. Since that time, however, relations between 
the administration and m F A  have been marked by tension. In 
the first two years of their collective agreement, MUNFA 
filed more than 100 grievances and resorted to arbitration to 
resolve disputes at least 20 times. 0E the 16 arbitrations in 
which there have bean rulings, the union has won 14. The 
arbitrator sided with the universitytvice (MUNFA newsletter, 
February, lssl).' 
Compared to other Canadian universities, Memorial stands 
out when it come8 to Fighting the administration. The 
University of Alberta, for example, which has twice as 
many faculty members as Memorial, was aebitration-free in 
the first three years of its contract. since 
certifioation in 1982, there have only been two 
arbitration cases. 
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HUNFA has also been plagued by serious internal disputes 
arising from problems with its first collective agreement. 
&bout 300 faculty members have been affected by an on-going 
conflict over the issue of non-credited work-related 
experienc~. Under the new contract, faculty menbars can only 
claim credit for one in five years of their no" NUN 
professional experience when salaries are calculated. For 
example, one professor - who was credited with five years of 
expmrienoe - wae only paid for one. He has lost about $20,000 
in the part four years. Othara have lost up to $40,000. A 
number of disgruntled faculty members who fall into this 
oategory have recently formed a group called Memorial 
University of Newfoundland Association for Pair Treatment 
(MUEIAPT) to influence decisions made by ~ F A  (The ExDres+, 
August 26, 1992). 
The conditions under which employees at MUN work are not 
altogether enjoyable and satisfying. Faculty and other 
university employees are upset about having increased 
workloads for less pay. They are also upset about lay offs, 
pay fresaes, and what many oonsider to be unfair working 
conditions. Relations between the administration and the 
unions have been less than Congenial at timer as a result of 
these tensions. The schism that has bean created in M e  MUNFA 
union over salary disparities has resulted in some degree of 
dissatisfaction among faculty members. students are affected 
by these circumstances because they are the direct recipients 
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of se rv ices  de l ive rad  by facu l ty  members, l i b r a r i a n s ,  
c a f e t e r i a  workers and o the r  s t a f f  members. S tuden t s  a l s o  f e e l  
t h e  e f f e c t s  of a u s t e r i t y  meaaures t h a t  r e s u l t  i n  fever 
couraes being o f fe red ,  reduced se rv ices  and o the r  forms of 
cut-becks. 
StUdentB 
I n  1949-50, Memorial Universi ty College had a t o t a l  s tuden t  
body of 55. At t h e  t ime  of our etudy i n  1990-91, NUN had a 
t o t a l  s tuden t  body of 16.444 (15,315 undergraduate s tuden t s  
and 1,129 graduate s t u d e n t s ) .  Most f u l l - t i n e  s tuden t s  vere i n  
t h e  16-20 yea r  age Segment (6,532 or 55%) and t h e  21-25 year 
age  segment (4.381 or 37%). A smal l  minor i ty  of fu l l - t ime  
s tuden t s  were 26 years  of age and o lde r  (969 or 8 % ) .  The 
t r e n d  was reversed  f o r  part- t ime s tuden t s  wi th  12% (397) of 
s tuden t s  between t h e  ages of 16 and 20, 26% (901) between 2 1  
and 25 and 62% (2,135) 26 years and o lde r .  
The major i ty  om undergraduates were genera l  s t u d i e s  
s t u d e n t s  (6.946): The nex t  l a r g e s t  undergraduate f a c u l t i e s  
or o c h w l s  were A r t s  (with 2,449 undergradua tes ) ,  Education 
(1,263) and Science (1,065) (nee t a b l e  3-3). I n  terms of 
gender,  3.084 s t u d e n t s  i n  genera l  s t u d i e s  vere f e m l e  
compared t o  2,263 males. 1,107 i n  Ar t s  vere female compared 
General S t u d i e s  s t u d e n t s  are those  who have en te red  t h e  
un ive r s i ty  bu t  have not  dec la red  a major. 
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to 953 males, 973 students doing education degrees were 
female compared to 464 males. 
A university's size has important implications foe the 
quality of students' academic and social experiences. For 
example, the conditions under which students carry out their 
work at Memorial's smaller campus in corner Brook, Sir 
wilfred Grenfell Collega, would be much different than the 
conditions students experience at the much larger st. John's 
canpus. Where students might get to know their professors and 
fellow students better in the more intimate setting of a 
anall institution, they are lass likely to do so at a large 
university. Conditions at smaller universities are perhaps 
more intimate and moea conducive to closer personal relations 
among students and between students and faculty. Larger 
universities like the one in St. John's. on the other hand. 
will likely be more impersonal and have to rely more on rigid 
bureaucratic processes and procedures for dealing with 
students and responding to their needs. In the sane vein, 
students are perhaps lore likely to perceive these larger 
institutions as more bureaucratic (filled with 'red tape'), 
more imposing and more impersonal than smaller institutions. 
The vast majority of students who attend Memorial are 
native Newfoundlanders (see table 3-4). Figures available for 
1989 show that over half of the full-time graduate and 
undergraduate students at Memorial (nearly 55%) reside in the 
st. Johnts metropolitan area (whish takes in the populoue 
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Avalon peninsula and includes Mount Pearl). Of course, not 
all of Newfoundland's young people choose to attend Memorial 
university. Sene choose to attend universities or colleges on 
the mainland or abroad. Those who choose these options arm 
probably of three types: students who come from upper-middle 
class families who can afford to send their childran away; 
students willing to incur heavier debts from student loans as 
a result of attending mainland universities; and especially 
gifted students who are capable of winning scholarship. 
(academic as wall as sports scholarships) and awards to other 
universities and postsecondary institutions. As one recent 
study of students who attend universities in other provinces 
noted: 
The average acore [high school average] of the out of 
province student was 79 percent as compared to 74 
percent for Memorial students. Thia finding supportstha 
argument that mainland universities, on average, are 
attracting batter quality students than Menorial 
(Department of Education, 1990). 
For the university, these students are a loss not only in 
terms of lost revenues but also because their presence would 
have added to the prestige and the reputation of the 
institution. 
Only a small number - roughly six percent - of 
Memorial's full-time student body comes from outside the 
province (statistics are based on Fall 1989 figures and 
include graduate and undergraduate students). Of these, only 
one percent are foreign students who hold student v i s a s  from 
other countries (the majority from Malaysia, Hong Konq and 
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s ingapore ) .  Because Memorial has only a smal l  number o f  
s t u d e n t s  from ou t s ide  t h e  province,  it is a r e l a t i v e l y  
homogenous i n s t i t u t i o n  i n  t e rms  of i t s  s tuden t  body a n d  its 
oultuh-e. 
The major c u l t u r a l  (and geographical)  d i s t i n c t i o n  among 
s tudan ta  a t  Memorial is a r u r a l / u r b a n  one between ' townies '  
and t h o s e  from 'around t h e  bay' .  'Townies' r e f e r  t o  s t u d e n t s  
who are assoc ia ted  wi th  t h e  more urbane l i f e s t y l e  o f  S t  
~ o h n ' r  ( i n  terms of d r e s s ,  d i a l e c t  and so f o r t h ) .  S t u d e n t s  
from 'around the  bay', on t h e  o t h e r  hand, are a s s o c i a t e d  with 
r u r a l  Newfoundland al though t h e  term genera l ly  r e f e r s  t o  a l l  
areas outs ide  S t .  John's .  
Townies ahare  a ncrber o f  advantages over  t h e i r  r u r a l  
c o u n t e r p a r t s  and perhaps t h i s  accounts for some o f  t h e  
animosity t h a t  h a s  t r a d i t i o n a l l y  e x i s t e d  between t h e s e  two 
groups.  F i r s t  of a l l ,  townies experience fawee psycho log ica l  
ad jus tments  because they  a t t e n d  u n i v e r s i t y  i n  t h e i r  home town 
(Moores, 1987; OoNei l l ,  1977).  For those s t u d e n t s  who ooma 
from smal le r ,  i s o l a t e d  communities i n  the province,  
adjustment t o  l ~ i t y  l i f e '  and  t o  the  new web of s o c i a l  
r e l a t i o n s h i p s  a t  un ive r s i ty  c a n  be problematic. One s t u d y  o f  
397 Nursing s tuden t s  a t t e n d i n g  m and nursing s c h o o l s  i n  S t .  
John ' s  found t h a t  urban s u b j e c t s  were * . . . l e s s  b e s e t  by 
r e c u r r i n g  wor r i es  and emot iona l  upse t s ,  homeeiskness, 
excess ive  daydreaming and f e e l i n g s  o f  insecur i ty . "  (Sodhi and 
Moore, 1970). Second, townies are b e t t e r  s i t u a t e d  i n  t e r m s  o f  
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l i v i n g  arrangements because i n  many cases they have the  
o p t i o n  of l i v i n g  a t  home wi th  t h a i r  parents.  thus  al lowing 
them t o  reduce t h e i r  genera l  l i v i n g  expensas. T ~ P  c o s t  of 
l i v i n g  f o r  s tuden t s  who choose t h i s  option oan be 
s i g n i f i c a n t l y  lower compared t o  s tuden t s  from o u t s i d e  st. 
John ' s  who must f ind  apar tments  t o  share,  pay f o r  u n i v e r s i t y  
r es idences ,  pay t h e i r  awn b i l l s  and take on l a r g e r  d e b t s  t o  
f i n a n c e  t h e i r  education.  Furthermore, those s tuden t s  who l i v e  
a t  home and who have much o t  t h e i r  l iv ing  expenses o f f s e t  by 
p a r e n t a l  con t r ibu t ions  are a l s o  more l i k e l y  t o  have more 
money t o  spend on en te r t a inment  and l e i s u r e  a c t i v i t i e s .  A 
t h i r d  advantage s tuden t s  from t h e  S t .  John ' s  area have over 
r u r a l  s tuden t s  r e l a t e s  t o  t h e  qua l i ty  o f  t h e i r  secondary 
education.  P r io r  t o  1983, Newfoundland used a Grade X I  r a t h e r  
than a Grade XII graduating year.  The Grade XI system put 
many r u r a l  high school g radua tes  a t  a disadvantage,  and t h e i r  
performance on t h e  p u b l i c  examinations r e f l e c t e d  t h i s .  While 
t h e  inequa l i ty  between r u r a l  and urban schools on p u b l i c  
examination r e s u l t s  has  d i sappeared  since t h e  i n t r o d u c t i o n  of 
t h e  re-organized high school system, s tuden t s  from s p a r s e l y  
s e t t l e d  r u r a l  c o r n u n i t i e s  may still a t t end  secondary schoo l s  
t h a t  are i l l - equ ipped  i n  t e rms  of l a b  f a c i l i t i e s ,  computers 
and o t h e r  ma te r i a l s  t h a t  are necessary e o r  t h e  p r o v i s i o n  of 
a h i g h  q u a l i t y  educa t ion  (Department of Education. 1991). 
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Conclusions 
~ e a o r i a l  un ive r s i ty  of Newfoundland grew from a s m a l l  
co l l ege ,  which o f fe red  postsecondary education t o  a few 
members of t h e  e l i t e ,  t o  s modern publ ic  un ive r s i ty  t h a t  
o f f e r s  a complete range of degree  courses, with its own 
school and medical r o h o o l s  and a branch c o l l e g e  
a t  Corner Brook. T d a y ,  NUN is t h e  l a r g e s t  un ive r s i ty  i n  
A t l a n t i c  Canada and is t h e  only un ive r s i ty  i n  Newfoundland 
and Labrador. 
 he main oampus i n  s t .  John ' s ,  wi th  its wide open spaces  
and d u l l  concre te  buildings,  is phys ica l ly  u n a t t r a c t i v e  
compared t o  the p ic tu resque  surroundings of many o t h e r  
u n i v e r s i t i e s .  Many of the  u n i v e r s i t y ' s  f a c i l i t i e s  (Phys ica l  
Education Building.  Thanson S tuden t  Center)  are a l s o  q u i t e  
inadequate f o e  t h e  l a rge  s t u d e n t  body and s t a f f  a t  HUW. 
The u n i v e r s i t y  i s  embedded i n  a p a r t i c u l a r  s o c i a l  
environment which p lace r  c e r t a i n  c o n s t r a i n t s  and l i m i t a t i o n s  
on t h e  way it operates.  I n  an e r a  of severe budget d e f i c i t s ,  
dec reased  f i n a n c i a l  revenues and major spending r e s t r a i n t s  on 
t h e  p a r t  o f  t h e  p rov inc ia l  and federa l  governments, 
Nawfoundland's only un ive r s i ty  is  enomous ly  challenged t o  
meet its mandate o f  providing q u a l i t y  educa t ion  t o  i t s  
s tuden t s .  These PreSSUreS t h a t  a r e  ex te rna l  t o  t h e  u n i v e r s i t y  
a l s o  have i n t e r n a l  consequences in the way t h a t  
o r g a n i z a t i o n a l  p a r t i c i p a n t s  choose t o  respond. 
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At the top of the organizational pover structure, the 
President of the university and the :..nate have implemented 
policies that they believe will make MUN more 'cost 
effective' to ensure that the government is getting 'value 
for the money' in what they fund. Soma critics have argued, 
however, that the administration has adopted a corporate or 
business model for running the university. This has resulted 
in the elimination of personnel, cuts to pragrams such as 
Extension Services. faculty salary freezes, tuition 
increases, and reductions in the number of students admitted 
to the university. The driving force behind all of these 
'cost effectiveo measures has been deficit avoidance and 
budgetary restraint. Unfortunately, some critics argue, the 
quality of education has been given s 'back seat' to the 
administration's emphasis on economic efficiency. 
Of OOU~SB, students have very little influence on the 
aotions that the administration may take. Though they may 
hold demonstrations and sit-ins on campus, sign petitions or 
take other such measurer, their power is actually severely 
limited in t o m s  of dovising and implementing institutional 
policies and practices. other organizational participants 
, :aclllty for instance), who possess more power than students 
for exacting oertain institutional changes, are also affected 
by the manner in which the administration responds to the 
external pressures placedon the university. Porthe faculty, 
cost effective neasuree have translated into larger teaching 
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loads, bigger classes, reduced time to spend on research - 
all of which may affect the quality of life in the classroom 
for students as well as the overall quality of studentss 
experiences at university. 
Given these adverse conditions, it is perhaps not 
surprising that there has been a significant amount of union 
unrest at NUN in the past several years. Some of  this unrest 
has occurred aftrr unions have tried tc have wages increased 
and working conditions improved to a level satisfactory to 
their members. In a few cases, the unions have resorted to 
strike action, disrupting the delivery of vital services to 
students and impeding the operations of the university. In 
tha case o€ MINFA, some members are upset with their 
representatives' handling of current salary proposals. Such 
dissatisfying working relations among employees at m would 
likely create e more unpleasant environment far students in 
which to carry out their work. 
Other organizational features of the university have a 
direct impact on the way that students experience their 
education. While a fair number of tenwed faculty teach 
undergraduate classes at Memorial, a significant number of 
it= fa~ulty do not hold PhD's. It should be pointed out, 
however, that many of those faculty members who possess only 
undergraduate or graduate degrees were hired before changes 
to Newfoundland's secondary school system had h e n  made. 
Prior to 1983. Newfoundland students who had completed grade 
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11 at high school entered the Junior Studies Division at HUN. 
This was basically the equivalent of the mainland's grade 12 
and many of the Junior Studies instruc:tors who were hired to 
teach first year students were not required to possess 
graduate and post-graduate degrees. Many of these "eersionai" 
instructors are asked to teach the high enrolment classes in 
first year English, Math and Psychology at a ooat to the 
university of $5,500 annually (Bennett et al., 1992). It is 
important to note the potential impact on first year students 
in these cases. In effect, they lose access to tenured 
faculty who are presumablymore knowledgeable and experienced 
than their non-tenured counterparts. 
The characteristics of the student body are also 
important to consider when looking at haw students might 
perceive the overall quality of student life at Memorial. We 
have seen that the vast majority of MUN students reside in 
the province. Because of this, students at Memorial draw a 
clear line of distinction between townies and those from 
'around the bayr. Students from 'the bay' or the rural parts 
of the provinse often have to sacrifice more to be educated 
at Memorial. some have come from schools that lack adequate 
lab equipment and training in science and ather areas, the 
cost ef attending university is perhaps greater, and many 
have to make greater psychological and social adjustments to 
attend university away from home. This is not to say that all 
students who live outside of St. John's do not adjust well to 
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t h e i r  new environments or f a i l  t o  do  w e l l  i n  t h e i r  academic 
work. AS we s h a l l  see. many s tudent s  'from around t h e  bay', 
e s p e c i a l l y  t h o s e  who l i v e  i n  canpus re s idences  and who share 
housing ui.th o ther  s tudent s  i n  St. John's, are o f t e n  b e t t e r  
s i t u a t e d  t o  rece ive  much needed s o c i a l  support  and 
friendshirr. 
Table 3-1 
PERMANENT POSlTlONS DY DEPARTMENT (INCLUDES VACANT POSTS! 
as o f  March 31, 1991 
F a c u l t y  S t a f f  To:al 
FACULTY OF ARTS 
Oean o f  A r t s  
Anthropology 
C lass ics  
Econorn~cr 
E n g l ~ r h  
F o l k l o r e  
French & Spanish 
German Russian 
Geography 
H i s t o r y  
L i n g ~ l ~ t i c r  
Ph i losophy  
P o l i t i c a l  Science 
R e l i g i o u s  Studaer 
Soc io logy  
Langlnge Labora to ry  
M u n t i n e  H i s t o r y  Arch i ,  
TOTAL 
FACULTY OF EDUCATION 86 32 118 
FACULTY OF SClENCE 
Dean of Science 
B iochemis t ry  
B t o l o g y  
Chemistry 
Computer Science 
E a r t h  Sciences 
Mathenlat ics a S t a t s .  
Physics 
Psychology 
MUN B o t a n i c a l  Garden 
Ocean Sciences Centre/NICOS 
TOTAL 
FACULTY OF BUSINESS 
B u s ~ n e r r  A d m i n ~ r t r a t i o n  
P. J. Card iner  l n ~ t i t u t e  
28 19 47 
TOTAL 
0 4 4  
28 23 51 
TABLE3-2 - CONTINUED 
PERMANENT POSITIONS BY DEPARTHENT (INCLUDES VACANT POSTS) 
as o f  March 31. 1991 
F a c u l t y  S t a f f  T o t a l  
FACULTY OF ENGINEERING 50 40 90  
FACULTY OF HEDIClNE 159 147 306 
SIR WILFRED GRENFELL COLLEGE 64 87 151 
SCHOOLS 
Gen./Cont. S tud ies  
Music 
STUDENT SERVICES 
Bookstore 0 
Counse l l>ng  Cent re  4 
General Student S e r v i c e s  0 
Student A f f a i r s  8 S e r v i c e s  0 
Student H e a l t h  Serv ices  0 
Student Housing and Food Services 0 
Tholnron Student Cen t re  0 
TOTAL 4 
ACADEMIC SUPPORT 
Animal Care S e r v i c e s  
Co-opera t i ve  Educa t ion  
Eouca t iona l  Technology 
Graduate S tud ies  
L l  b r a r y  
Technical Serv ices  
TOTAL 
RESEARCH 
ISER 0 4 4  
Ocean : tud ie r  Task Force  0 1 1  
O f f i c e  o i  Research 0 10 10 
TOTAL 0 I S  15 
TABLE 372- CONTINUED 
PERHANEIIT POSITlONS BY DEPARTHEHI (INCLUDES VACANT POSTS) 
as o f  flarch 31, 1991 
F a c u l t y  S t a f f  Tota l  
lOHlNISTRATlVE UNITS 
Admin is t ra t ive  Services 0 0 0  
Alemni A f f a i r s  6 Development 0  8  8  
Board o f  Regents 0 1 1  
Budgets. Aud i ts  6 I n s t .  Ana lys is  0  8  8  
Comptro l le r ' s  O f i i c e  0  82 82 
Computing Services 0 46 46 
Human Reiourcer 0  36 36 
Labour Re la t ions  0 4 4  
P ~ e s i d e n t ' r  O f f i c e  0 5 5  
Reg is t rar 's  Of f ice  0  39 39 
U n l v e r i l t y  Re la t ions  0  20 20 
U n i v e r n t y  Works 0 249 249 
Vice-President (Academ~c) 0 2 2  
V i c e - P r e i ~ d e n t  (Admin. & Finance) 0  5 5  
Vice-President (HS & PS) 0 1 1  
TOTAL 0  506 506 
COHNUNITY SERVICES 
A r t  Ga l le ry  
Extension Serv ice  
Lir ls 
TOTAL 
GRANO TOTAL 1,030 1,541 2,571 
* - A11 acudem~c a d m i n i s t r a t i v e  p o s i t i o n s  above the  l e v e l  
o f  dcparrment head are designated as s t a f f  p o s i t i o n s .  
Professional l l b r a n a n r  rho are members o f  MUllFA are  
l i s t e d  ar f a c u l t y .  
TABLE 3-3  
TOTAL ENROLMENT BY FACULTYISCHOOL - FALL SEMESTER 
UNDERGRLDUATE STUDENTS 
TOTAL 
Business 
Education 
Ar ts  and Education 
Music and Education 
Science and Education 
P h y ~ i c a l  Ed. and Educ. 
Engineering 
Fine Ar ts  
General Studies 
Medicine 
Music 
Nursing 
Pharmacy 
Physical Education 
Science 
Soc ia l  Work 
Unspecif ied 
Tota l  
Facul tyfschool 
A r t s  
Business 
Education 
Engineering 
Nursing 
Physical Education 
Science 
Soc ia l  Work 
Medicine 
GRADUATE STUDENTS 
TOTAL 
1990 1989 1988 1987 1986 
Tota l  1,129 1,124 1,094 l,Oe5 1.096 
TABLE3-4 - DISTRIBUTION OF ENROLHENTI 
FULL-TIME GRADUATE AN0 UNDERGMOUATE 
BY REGION - FALL 1909 
Pos ta l  Code T o t a l  
AOA St .  John's Area il 1,475 
A08 S t .  John's Area # 2  194 
A1G St .  John's 4.112 
AlN Mount Pear l  738 
l." 
AOC C l a r e n v i l l e  N o r t h  228 
AOE C l a r e n v i l l e  South 605 
AOG Gander Area  
A1V Gander 
714 
193 
AOH Grand F a l l s  Area 492 
AOK Deer Lake Area, 
Labrador and 
Nor thern  P e n i n s u l a  640 
A2N S t e p h e n v i l l e  137 
AON S t e p h e n v i l l e  Area 212 
NEWFOUNDLAND DISTRICT 
MUN FACTBDOK 1990-91 
CAIPTER 4 s  WETAODOLO(IY' 
The research project which supplied data for this thesis was 
designed to gather both qualitative and quantitative 
. rfornation on the academic experiences, perceptions and 
opinions of undergraduate students at Hemorial University of 
Newfoundland. The data referred to in this study relate 
~pecifi~ally to students' entry traits, their reasons for 
attending university, thair interactions with and evaluation 
of faculty, their levels of satisfaction with institutional 
services and related aspects of university life, streseors, 
their finances - including student loans and paid vo-vk, and 
their educational and career aspirations and expectations. 
This chapter describes the study's research design. It 
also outlines the variables anddimensions that were measured 
and describes in greater detail how they wera 
operationalized.'Pinally, the chapter discusses the problems 
encountered during the research and how they ware resolved. 
' Data for this thesis are drawn from a research project 
conducted k y  Dr. Ian Gome at MUN. The project itself was 
funded by a grant from the Dean of Arts. Mary Hall, a 
graduate student in Socioloqy, and I served as research 
associates. 
The actual conceptualization and operationalization of 
these variable sets was an ongoing process in uhioh 
careful refinement of items and their wording as well as 
the content of the various instruments (the interview 
schedules and questionnsirs which will be discussed in 
greater detail) osaurred over a1.l three stages rf the 
research. Input was solicited from undergraduates, 
graduate students and interested colleaguel over the 
latter part of November, December, January and February. 
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Research Decim 
nesearch for this project proceeded in three stages during 
the fall semester of 1990 and the winter semester of 1991. 
Phase 1 
nuring the fall senastee of 1990, exploratory vnstruotured 
interviews were carried out with a purposive sample of 12 
undergraduate students. All of the students who participated 
in this phase of the study were volunteers. Host of the 
subjects were selected from several lists that were generated 
in the classes of interested faculty in the Department of 
~ociology. The Pew other students who participated in this 
phase of the study were friends or associates of the 
interviewers themselves. 
Participants were recruited by means of phone cells in 
which they were asked to give an hour of their time for a 
confidential interview about their experiences as students at 
HUN. since all of the subjects were volunteers, few problems 
were encountered in arranging interviews. 
Before each interview commenced, participants were 
reminded that their anonymity would be safeguarded - that any 
information which could identify an individual would not be 
reported publicly. They were also infomed of the purposes of 
the research and told that their participation was voluntary 
and that they could refuse to answer oertain questions or 
withdraw entirely at any time during the interview. 
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The interactions lasted, on average, one hour. Because 
interviews were unstructured, there was a general plan of 
enquiry but no specific set of questions were asked in 
particular words and in a particular order. Instead, the 
unstruotured interviews proceeded as 'directed conversations' 
between interviewers and respondents (Babble 1986: 2 1 7 ) .  This 
allowed the students being interviewed to raise specific 
issues and topics that were of greatest concern or interest 
to them. Interviewers then pursued these isrues and concerns 
in greater detail. Notes were taken during the interviews and 
later written up as detailed reports. 
Phase 2 
On the basis of what was learned from the exploratory 
interviews abobtthe student experience at HUN, w e  were able 
to construct a more refined interview schedule to be used 
during phase two of the research project. Beginning in 
February 1991, semi-structured interviews were carried out 
with a random sample (actuslly a systematic sample with a 
random start) of 4 0  senior students majoring in Arts and 
science. The sample itself was derived from a list of fourth 
and fifth year students enroled in Bachelor of Arts and 
Baohelor of science programs (thus eliminating all students 
pursuing joint education or professional degrees). The lint 
was obtained from the Registrar's Office and included 
students' telephone numbers and local addrzsses. 
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Senior students were chosen nocause we felt that as 
'veterans of the syscemm they would be most familiar with the 
sine and outs* of tho undergraduate experience and thus could 
provide us with insights into the sequence of statuaes 
through which student. pass in their academic careers (in 
terms of status changes from first year to senior year, 
career contingencies and so forth). Initially, we randomly 
selected 10 male and lo femala students from each of the two 
faculties (la males in Arts, 10 males in Science, 10 females 
in ~ r t s ,  10 females in Seianoa). Because the majority of 
femala science students in oue sample were clustered in 
biology we decided to add to our sample all femala 
respondents in the 'haru' sciences (math, physics, chemistry 
and biochemistry). This purposive sample oonrieted of only a 
handful of students. In addition, we compiled a list of 
'alternateso for sash individual in our total sample (two 
alternate names for eaoh name on our sample list) in the 
event that students refused to participate. 
Again, participants were recruited by means of phone 
calls in which we identified ourselves and described our 
connection with the project. students ware informed of the 
purposes of the project, who the principal investigator was 
(Dr. Ian Gomme) and how their names were selected at random 
from a list of folzrth and fifth year students. Students were 
also informed that their anonymity was guaranteed and that 
this series of interviews would ba followed up by a larger 
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survey of undergraduate students at MUN. Every effort was 
made to convince students in our original sanpla to 
partioipate in the project before moving an to our list of 
alternates in order to avoid the problem of students 'opting 
into the study'. Fortunately, many students seemed to be 
anused by our reference to them as 'veterans of the system4 
or as 'the most important clients of the university' and so 
warned to our persistent requests. 
Interactions during the semi-structured interviews 
usually lastad one and s half hours, often longer. Before tha 
interviews commenced, students were asked to sign a letter of 
consent which outlined the aims of the project end informed 
them of their rights as subjects (as outlined under tho 
university athios committee guideline for research using 
human subjects). Interviewers further emphasized to 
respondents that their participation was voluntary and that 
they could reruse to answer certain questions or withdraw 
entirely from the interview at any tine. Respondents were 
a180 informed that student records would contain only a code 
number ald that any information that could identify an 
individual would not be rsportad publicly. 
Students were requestad to come to our offices in the 
So~iology department to be interviewed (the Sosioloyy 
department at that tine was located at Quean's College, a 
relatively remote part of the campua). Despite the distance 
of our offices from the main campus buildings and the 
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bitterly cold weather during the winter months, the majority 
Of the students who had been contacted did make the extra 
effort to oone to our offices to ha interviewed. We believe 
that this fact was very significant and reflected 
respondents' desires that their voices be heard and that 
their perspectives on the challenges facing ~emorial 
University be given serious attention. 
The interview schedule itself consisted of set questions 
and probes for open-ended questions. Vowever, respondents 
were not discouraged if they chose to emphasize and develop 
topics or areas of interest not directly related to the 
question set on the schedule. A11 of the interviews were 
tape-recorded and later transcribed. The response rate €or 
the interviews was 92 percent. 
The analysis for this study is based only on the 
qualitative data yielded from the interviews. The interviews 
provided infornation on the following aspects of the student 
experience at Memorial. 
1. student Traits and Characteristics - their social. 
economic, and fduoational backgrounds. 
students vere asked to indicate their major(s), faculty 
or school, grade point average, and the number of courses 
they vere taking €or the academic year (Spring 1990, Fall 
1990, Winter 1991). The following information was alao 
recorded: s a x ,  region of origin and number of years lived 
there and highest level of edusation for both parents. In 
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addition, students were asked to describe their parent's 
work, to estimate their parent's combined income, and to 
describe their current living arrangements. 
2. studentso Reasons for Attending University. 
students were asked to indicate the single nost 
important reason why they decided to go to university as well 
as the main rersons for attending MM rather than some other 
university. 
1. studentss Interaction With and Evaluation of Faculty. 
Students' perceptions concerning the quality of 
instruction for the courses they were taking were recorjed. 
students were asked to estimate the number of courses taken 
during the Spring 1990, Fall 1990 and Winter 1991 semesters 
and then presented with a list of statements 1e.g. A student 
who had taken 10 courses was presented with the following 
statement: In how many of these courses out of the most 
recent 10 can you ray that the professor vent out of his or 
her way to help students?). The exact number of courses to 
which the statements applied were then recorded. In many 
cases our list of statements prompted further cements about 
professors' rolas as researchers, their teaching styles, and 
their interactions with students both in and out of class. 
There comments were also recorded and later transcribed. 
Students were asked whether they had any contact of five 
minutes or more with a faculty member outside class and for 
what purposes. Wa asked atudents who replied in the negative 
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how they felt about not having contact with professors 
outside class and whether they had any such contacts at MUN 
at all. 
4. student Satisfaction. 
~eapondents Were asked the following open-ended 
questions: (1) what do you find most satisfying about the 
university experience? (2) what do you find most 
diasatinfying about the university experience? (1) Are you 
satisfied overall with your learning experience at HUN? 
students were asked to elaborate on the last question by 
explaining why they were or were not satisfied overall with 
their experiences at HUN. Responses to there questions were 
grouped into different categories 1i.e. for question Ilabave 
the responses "being able to choose my own courses" and 
"picking subjects I ' m  interested in" were placed in the 
category "freedon or ability to choose"). Percentages were 
calculated by dividing the number of cases that applied to 
each category by the total number of cases in the interview 
sample and multiplying this figure by 100. 
5. Stressorsl Levels of Streps Students Experience at 
university. 
students ware asked the following question. Is there 
anything about the university experience that places you 
under too much pressure or stress? Interviewers then probed 
on the following points: finances, getting good grades, 
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living arrangements, making new friends on campus, and 
workload. 
6 .  Finances - Student Loens and Paid Work. 
Interviewers asked students whether or not they were 
working at a part-time or full-time job, how much they earned 
per hour, and how many hours they worked in an average week 
during the teem. In addition, students vere askad whether or 
not they enjoyed the job and whether or not the job 
interfered with their academic work in any way. 
St~Gents were also asked whether or not they had a 
student loan. Students who did have loans vere asked the 
following questions: (1) was it difficult to get the loan? 
( 2 )  is the loan adequate for your needs? (3) does going into 
debt for your university education concern you? (4) do you 
anticipate any difficulty paying off the loan? (5) how much 
do you estimate you will owe by the time you graduate? 
Students also provided infomation about the proportion of 
total costs of attending university €01 the current semester 
based on several different sources (family, student loans, 
paid work, scholarships, ravings, other). 
7. Educational and Career Aspirations and Expectations. 
Respondents were arked what type of work they desired 
upon leaving university and what they thought their chances 
were of finding such work. Respondents were also asked 
whether or not they thought the topics and skills covered in 
their courses vere relevant to their future careers. 
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The problems encountered during t h i s  phase of t h e  study 
were r e l a t i v e l y  minor r e l a t i n g  mainly t o  con tac t ing  s tuden t s ,  
arranging and scheduling f o r  interviews and dea l ing  with 
non-responses o r  evasive answers during t h e  interviews 
themselves. A b r ie f  d i scuss ion  of each of t h e s e  problen- 
follows.  
I n  t e r n s  of con tac t ing  s tuden t s  from cur random and 
p u r p o s e f ~ l  samplee, t h e r e  were r e l a t i v e l y  Iew problems. I n  a 
few of t h e  cases, however, s tuden t s '  l oca l  addresses or loca l  
phone numbers had changed so we had t o  c a l l  s t u d e n t s m  parante 
t o  see i f  they had t h i s  information.  ~ l m o s t  a l l  o€ t h e  
pa ren t s  contacted vara extremely he lp fu l  and supplied 
in te rv iewers  with the  phone numbers and loca l  addresses  of 
t h e i r  sona and daugh te r s  without hes:.tation. Other 
respondents were q u i t e  d i f f i c u l t  t o  reach and requ i red  a 
mlmber of telephone c a l l s  be fo re  w e  were f i n a l l y  a b l e  t o  ask 
them t o  p a r t i c i p a t e  i n  t h e  study.  
W e  d i d  encounter some problems with s t u d e n t s  who f a i l e d  
t o  show up f o r  t h e i r  scheduled appointments ( absen tees ) .  At 
l e a s t  t h r e e  a t t empts  were made t o  arrange in te rv iews  with 
t h o s e  s tude  h s  from our o r i g i n a l  sample but  i f  s t u d e n t s  
f a i l e d  t o  show up f o r  t h r e e  in te rv iews  i n  a row we moved t o  
our a l t e r n a t e  list. I n  t o t a l ,  we interviewed 12 s t u d e n t s  from 
our l i s t  of a l t e r n a t e s  mainly because of absen tees  o r  because 
s tuden t s  agreed t o  be interviewed but l a t e r  changed t h e i r  
minds. 
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Finally, we faced some minor problems during the 
interviews themselves, although there problems are perhaps 
common for this method of research. Non-responses or limited 
responses, typified by simple 'yes/no0 answers to open-ended 
questions (Is there anything about the university experience 
that you find stresstul?) did pose some probl$?ms but the use 
of probes or prods usually facilitated a more detailed 
response in most cases. Some students were also inclined to 
make generalizations about the student experience or to 
present 'hear-ray evidence' based on conversations with 
Friends and fellow students. Comments like: 'I have not had 
any problems getting a student loan but my friends sure 
have.. . or ' I  think most students would agree that a lot of 
professors can't teach at this university' are indi~ative of 
these problems. To rectify these problems, interviewers would 
ask more pointed questions aimed directly at the respondent: 
'but what about xe!~r. experience with student loans? I would 
like to know how m felt' or 'could you tell me what m 
opinion is on that matter?' 
The in-depth, taped interviews produced detailed 
qualitative data both to be analyzed in their own right and 
to guide the development of a survey questionnaire. ma 
construction and administration of the queaz.tonnaire to a 
asnple of students taking courses in Ar ts  and Sciancae marked 
the beginning of phase 3 of the project. Only a small portion 
of the survey data was used in the thesis. 
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Phalle 3 
Students included in this study's population were full-tine 
undergraduates in the Faculties of Arts and Science. Part- 
time students or students outside the Arts and Science 
faculties (professional schools - nursing, education, 
medicine, social work, physical education) vere not targeted 
intentionally for study although some of these students did 
show up in our ample due to our choice of a sampling frame. 
The sampling frame for the survey segment of the project 
comprised the entire list of classes in Arts and Science 
offered during the nost heavily subscribed time-slot in MUN'S 
timetable (slot 111. The class list was stratified by year 
level allowing for adequate representation from students at 
all stages in their academic programs. Nineteen classes - 
about one third of the total number of classes offered during 
slat 11 were selected for our sample. By the time of 
analysis, 388 questionnaires were returned in usable form. 
The overall response rate was 601. 
The questionnaire war developed by the research team. 
Some questions were adapted from instruments utilized in 
other studies. A covaring letter outlined the intended 
purposes of our resaarch and stressed that participation in 
the study was voluntary. Students were also informed that 
confidentiality was insured by assigning code numbers to the 
questionnaires after they were returned. The instrument was 
reviewed a numher of times by the principal investigator, his 
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research  associate^ and several colleagues. Modifications in 
format, wording, length, and scales ware made as a result. 
  he conceptualization and operationalization of 
variables and dimensions was part of an ongoing process 
throughout the entire coLrse of the research m d  culminated 
in the construction and administration of the questionnaire. 
~ 1 1  of the items and measures covered by the instrument 
reflect rafinemente and modifications made during tha 
previous stages. 
The instrument contained 220 questions related to the 
student experience. In addition to the information collected 
from the in-depth interviews of senior students, the findings 
for this study were a160 supplemented by the followiilg data 
from the questionnaire: 
1. Students' Reasons POT. Attending University. 
A question on the questionnaire listed a number of 
possible reasons for attending u;livarsity and asked students 
to rate these reasons on a likert scale of 'not at all 
important' at one extreme and 'very important' at the other. 
2. Fi7ances - student mans. 
Stuo+nts were asked whether or not they had a atudant loan, 
how much they would owe to the loans program by the end of 
the current semester, and how much they would we, in total, 
by tha time they would graduate. students provided us with 
information on the proportion of total costs of attending 
university for the current semester from several different 
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L O U ~ E ~ S  (family, student loans, paid work, scholarships, 
savings, other) and how essential to staying in university 
was the income from each of these sources. 
At the end of March 1991, questionnaires werc 
distributed to all students in attendance on the designated 
day of c1e.s~~~. While the questionnaires werc beinq 
distributed, a short 'sales pitcho was made to etudents 
emphasizing the importance of such research for informed 
policy-making on issues of vital importance to students 
(student loans, admissions standards, ovarcrowdingetc.). The 
entire process of 'making the pitch' and distributing up to 
150 questionnaires sorrsuned only several minutes of classroom 
time (despite the assertions of several faculty members 
teaching Elasses in our sample that it would take much 
longer! ) . 
Students were askedto complete their questionnaires and 
have them ready for the next class. We returned to each class 
on subsequent days to collect oorapleted questionnaires and to 
hand out instruments to those absent during the initial 
distribution. 
Given the length of the instrument (220 questions) and 
the fact that it was distributed late in the semester (just 
before final exams) we were satisfied with our response rate 
of 601. HOW~VBL., the fact that in some classes 30-401 of the 
students were absent on the day the questionnaires were 
distributed was a significant problem. It may be that 
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absentees represent a unique subset of students with 
pmtioular characteristics in terns of  motivation, ability, 
paid work commitments and the like. 
In this chapter, etudsnts4 responaer to the interview 
questions are outlined to describe their perceptions of the 
educational services that have an impact on their personal 
and intellectual development. The key points to be developed 
are satisfying experiences, unsatisfactory experiences. 
perceptions of the quality of teaching, and perceptions of 
student loans. Before this information is presented, however. 
it is important to examine some of the chsracterisitics of 
the students in our sample. 
student Characteristics 
Forty percent of the sample are male and sixty percent are 
female. The vast majority (95 percent) are single with only 
five percant married. Almost all (98  percent) of the sample 
are full-time students. Forty five percent are enrolled in 
Arts and 55 are enrolled in science. Fourteen percent of the 
sample also indicated that they are pursuing joint education 
degrees. The majority of undergraduates report taking four or 
five courses (83 percent). Thirty eight percent report grade 
averages in the C range and 46 parcent indicate grade 
averages in the B range. The remainder (I6 percent), in 
roughly equal proportions, identify themselves as D or A 
students. 
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In terms of living arrangements. 16 percent live in 
residence, 45 percent reside with their parents, 25 percent 
live off campus alone or vith friends, 12 percent live off 
campus vith a spouse or partner, and 2 percent hove athar 
forms of accomnodatian. 
F O ~  almost half of the students. their parents' 
education is limited to high school completion or less (42 
percent of the fathers. 48 percent of the mthars). Twenty 
eight percent of the fathers and 27 parcent of the mothers 
have at least some experience in college if not a college 
certificate. Twenty nine parcant of fathers and 26 percent of 
mothers have received at least some education at the 
university level. In terns of total parental incona, 18 
percent report less than $25,0G0, 33 percent between $25,000 
and $44,999, 18 percent between $45,000 and $59,999, and 31 
percent over $60,000. 
satistvins E- 
When asked what they enjoy most a b m t  going to university or 
what they find most satisfying, most of the students 
responded vith more than one answer. In total though, five 
areas of student life W B ~ B  deemed 'most satisfying'. 
A. The Opportunity to Learn. 
POT 37 percent of our respondents, learning about new things 
or 'bscoming educated' was the most satisfying aspect of the 
university experience. Bacomingnore informed aboutpolitics, 
the arts, science and other subject areas was a worthwhile 
endeavour in itself and was enthusiastically qndorscd by a 
number of students. 
Learning is very exciting. you get to know so many 
things and learn so many things. when I have to leave 
university. I would still like to go to a night class or 
do a few courses beoause university keeps you in contact 
with the present. But once you leave university and do 
something else YOU lase what's going on. So I think In 
that way, in university you learn what*. going on in the 
future or the present or the past. 
what I enjoy most is learning. I enjoy going to class 
and learning new things and understanding them. 
Political Sciencs and Sociology has really contributed 
something to my life. They have really opened up my mind 
to how big the world really is. My education has reall, 
given me a lot of insight. I question whatever is told 
to me and I can see another point of view extremely 
easy. ~ t ' s  really cool. 
I really enjoy learning. I find it really satisfying to 
be in an environment where I oan read and learn. 
University is furthering my knowledge of things. I'm 
more aware of things. I know more. Where I'm daing 
nutrition, you look out for things now. You pick up 
things. Say the TV has some commercial or sonething,,yau 
pick up and say 'oh, that's what we learned today. So 
you think more about the field you're studying and you 
relate it to your everyday activities more. 
ID addition to the formal learning of the clasarooa, isb 
or lecture theatre. s number of students described the 
informal learning that comes from personal contact with other 
students and faculty as constituting an important part of 
their university experience. 
~herees so lnuoh other learning that takes place outside 
the formal system . learning From people that I've net 
from other parts of the world. I remember sitting at s 
>.able in the dining hall once. It was in the summer and 
we were all there sitting down because we were all 
t i r e d .  And t h e r e  were olanea f l y l n g  over t h e  houses t h a t  
- -  -- - 
happens? 
YOU l e a r n  so much about a l l  s o r t s  of t h i n g s  - about 
l i f e  about a l l  s o r t s  of d i f f e r e n t  areas. A l l  my f r i ends  
are 6oing d i f f e r e n t  majorc and you l ea rn .  you j u s t  t a l k  
and ask ques t ions  about a l l  s o r t s  o f  t h i n g s  and you are 
encouraged t o  l e a r n  about eve ry th ing  o u t  t h e r e .  Even i n  
t h e  department, we sit around and t a l k .  1'. t a l k i n g  t o  
people from I n d i a  and the  Middle East  and I s r a e l  and 
p laces  l i k e  t h a t  and i t ' s  so fasc ina t ing .  You l e a r n  so 
much abou t  t h e  world. And you l e a r n  t h e  d i f f e r e n t  
ne r soeo t ives  neonle have on a11 s o r t s  of s u b j e c t s  - even 
6b&t sciencd.  i t l s  j u s t  amazing. 
When I see p r o f s  ou t s ide  of t h e  = l a s s  f o r  academic 
reasons it has  a g r e a t  s i g n i f i c a n s a  on t h e  work t h a t  I 
d o  - sometimes more than what some of t h e  classroom 
s t u f f  can be because I have s p e c i f i c  needs and i n t e r e s t s  
t h a t  I want met with or discussed.  O r  sometimes we j u s t  
d i scuss  t h i n g s  o u t s i d e  of C lass  t h a t  are not addrassed 
i n  c l a s s .  For example, a f t e r  my seminar t h e  o the r  day I 
went back t o  a prof and I  d i scussed  with him a f t e rwards  
about t h e  theory  s t u f f .  That disouesion one on one was 
i n c r e d i b l y  b e n e f i c i a l .  I mean a l l  of a sudden I had more 
re fe rences  and more readings.  I  g o t  t h e  e x t r a  t h a t  I 
d i d n ' t  g e t  ou t  of t h e  seminar. Usually,  t h e  academic 
t i n e  I spend wi th  p ro f s  ou t s ide  [of class] meets my 
academic needs d i r e c t l y .  I t ' s  ve ry  b e n e f i c i a l  t o  what I 
do. 
some of t h e  s t u d e n t s  interviewed commented t h a t  t h e  
d e s i r e  t o  l e a r n  merely f o r  l e a r n i n g ' s  s a k a w a s  eomath ing tha t  
was c u l t i v a t e d  a t  an e a r l y  age i n  t h e  home environment. 
Nurtured on a s t e a d y  d i e t  o f  books, f i l m s  and other 
e d u ~ a t i ~ n a l t o ~ l s  from youth and encouraged t o  develop t h e i r  
i n t e l l e c t s  and s k i l l s ,  many of our r e sponden t s  a l r eady  
poeeessed t h e  ' c u l t u r a l  c a p i t a l '  t h a t  would p l a c e  them ahead 
of many of t h e i r  pee r s  (Bordieu and Passeron, 1977). 
I was cur ious  when I war growing up. I had never bean 
thwarted ln any of my questions. when I asked my parents 
what something was, they vould t c l l  me. Thcy bougnt ne 
an e n c v c l o ~ e d l a  set so Chat I c o v l d  f lnd t h i n s s  out  on 
my own: I Aad been exposed t o  a l o t  of d i f f a r e h t  things 
growing up so when I came i n  h e r e  T was probably 
advanced on t h a t  e sa la .  
I n  our house vhen we were growing up,  we were brought up 
t o  love  books and reading.  We always had enough reading 
mate r i a l  on hand for us t o  e x ~ l o r e  whatever sub jec t s  we 
wanted. And when we spoke, dad would always cor&ect our 
speech and teaoh us t h a t  vhen we d i d n ' t  ag ree  on 
something - no mat te r  what - we should always present  
our Case c o h ~ r e n t l y ,  a s s e r t i v e l y  and l o g i c a l l y .  
e. s o c i a l  l i f e /  o p p o r t u n i t i e s  t o  s o c i a l i z e  
As we have a l ready  seen, s o c i a l  i n t e g r a t i o n  i n t o  t h e  
un ive r s i ty  environment i s  a c r i t i c a l  f a c t o r  i n  determining 
s tuden t  r e t e n t i o n  or withdrawal as wel l  as l e v e l s  of student 
s a t i s f a c t i o n  (see chap te r  2 ) .  For 28 parcen t  of our 
respondents,  Memorial's s o c i a l  l i f e  was r a t e d  as t h e  most 
s a t i s f y i n g  aspec t  of t h e i r  un ive r s i ty  experience.  Student 
r e s idences ,  va r ious  t y p e s  of s tuden t  o rgan iza t ions  (mostly 
s o c i e t i e s  and c lubs )  as wel l  as organized campns ~ o s i a l  
even t s  o f fe red  soma of t h e  g r e a t e s t  oppor tun i t i e s  f o r  
s tuden t s  t o  s o c i a l i z e  among t h e i r  peers. 
For many of t h e  s t u d e n t s  from ou t s ide  St. John's, t h e  
l i v i n g  arrangements provided by campus res idence#  proved t o  
be an inva luab le  form of s o c i a l  support .  One student 
desc r ibes  how t h e  f r i a n d s  she  made i n  res idence  easad  he r  
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t r ans i t ion  i n t o  an unfamiliar  c i t y  and t h e  i n i t i a l  
int imidation of a t t e n d i n g  un ive rs i ty  away from home. 
I remember f i r s t  when I moved i n t o  res idence  t h e r e  vere 
97 g i r l s  the re .  Automatically, we had 96 f r i ends .  I 
rea l ly  enjoyed t h a t  because un ive r s i ty  can be a very 
lonely place.  And jus t  wall ing through t h e  tunne l s  and 
seeing a f a c e  you know, and being a b l e  t o  say ' h i s  t o  
t h a t  face helped me a l o t .  
The t r end  towards 'cornmutee u n i v e r s i t i e s '  where t h e  vaet  
majori ty of Btudents l ive  off campus and commute t o  
un ive r s i ty ,  compared t o  an e a r l i e r  c o l l e g e  era where l iv ing  
in on-campus res idences  war t h e  norm, may pose soma 
challenges for  po l i cy  makers aiming t o  i n t e g r a t e  s tuden t s  
i n t o  the  s o c i a l  f a b r i c  of t h e  modern u n i v e r s i t y .  Indeed, 
s tuden t s '  l i v i n g  accormnodations, e s p e c i a l l y  dur ing  t h e  
c r i t i c a l  f i r s t  year,  appear t o  be a major f a c t o r  i n  
determining the  degree of s o c i a l  i n t e g r a t i o n  as t h i s  
s t u d e n t ' s  comments suggest:  
I'm t h e  type of person I r e a l l y  don ' t  l i k e  being alone. 
I d o n ' t  t h i n k  I'd be ab le  t o  handle l i v i n g  i n  an 
apartment wi th  a couple of people. When I was a frosh' ,  
I l ived  i n  a n  apartment with a couple of g i r l s  who were 
t h r e e  yea r s  o lde r  than me. I found t h a t  r e a l l y  bad. I 
was lonely.  They had t h e i r  o m  t h i n g s  t o  d o  and they 
were o l d  enough t o  go o u t  and go t o  c l u b s  and s t u f f  l i k e  
t h a t .  Meanwhile, I was on ly  17 yea rs  old.  I cou ldn ' t  go 
ou t  anywhere and I used t o  get l e f t  a lone  i n  the  night-  
time so I r e a l l y  d i d n ' t  l i k s  t h a t .  I moved ou t  i n  my 
second year. .  . I ' v e  been l l v i n g  i n  r e s i d e m e  [ever] 
rlnce. I t h i n k  t h a t ' s  t h e  main p a r t  t h a t  I en joy  because 
I know a l o t  of people.  And aow I g e t  t o  g o  t o  lobby 
p a r t i e s  and t h i n g s  l i k e  t h a t .  That he lps  a l o t  a s  f a r  as 
ad jus t ing  and be ing  a b l e  t o  g e t  a long  and  no t  being 
lonely.  
' A ' f rosh '  is a s l a n g  term used a t  nemorial  whiah r e f e r s  
t o  a f i r s t  y e a r  s tuden t .  
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Being involved in s t u d e n t  organizations such  a s  f acu l ty  
soc ie t i e s  and various s t u d e n t  clubs not  o n l y  enables s tuden t s  
t o  Rake f r i e n d s ,  but valuable information p e r t a i n i n g  t o  
students '  careers are a l s o  exchanged i n  t h e  process.  Advice 
about which p ro fessors  t o  t a k e  courses fron, which courses 
are in te res t ing  or d u l l ,  and how t o  wade through t h e  
~ n i v ~ r n i t y  bureaucracy a l l  prove t o  be inva luab le  information 
which s tuden t s  h a w  access t o  as a r e s u l t  of t h e i r  
a f f i l i a t i o n  with s tudan t  o rgan iza t ions  and clubs.  The 
following comments i l l u s t r a t e  t h e  advantages of being 
connected t o  t h e s e  s o c i a l  networks. 
our department i n  f a i r l y  small .  Everyone knows each 
other and we have a l i t t l e  network. I know e x a c t l y  what 
1% going t o  ge t  in to .  I f i n d  ou t  fron somebody else 
'what 's  t h i s  course l i k e ?  what 's  t h i s  t e a c h e r  l ike? 
what 's  the  work l o a d  l i k e ?  is he a very s t r i c t  marker? 
does h e  have a l o t  of readings? does h e  expec t  t o o  much? 
There are a l l  k i n d s  of s o o i e t i e s  and s t u f f  - l i k e  t h e  
biology soc ie ty  and t h i n g s  l i k e  t h a t  where you can 
ao tua l ly  g e t  in t h e r e  and  do th ings  t h a t  i n t e r e s t  me. 
1 t I s  r e a l l y  good. You c a n  g e t  t o  know people t h a t  a r e  
in te res ted  i n  what you ' r e  i n t e r e s t e d  in t o o .  
C. Sense o f  Accomplishment. 
POI. 23 pe roen t  of t h e  s t u d e n t s  who were interviewed, 
surviving four o r  more y e a r s  of un ive r s i ty ,  obtaining e 
degree,  s e t t i n g  good marks, conp la t ing  d i e f i o u l t  courses, and 
meeting t h e  c o s t s  of u n i v e r s i t y  expenses independently led t o  
a f e e l i n g  of acconplishment.  The following comments were 
t y p i c a l  of t h e  responses on t h e  whole. 
When I do well .  I r e a l l y  f e e l  l i k e  I accomplish 
something. When I ge t  my t r a n s c r i p t  and I look a t  my 
marks I ray ,oh, this is great. I did good,' and I just 
feel very accomplished and it gives ma good self-esteem. 
I get much satisfaction from doing the work and getting 
some decent marks for it. Than at the end of the tern 
you can soy 'hey, I got three A's and I've worked real 
hard for them.' I worked and I got what I -danted. Then 
come December when I graduate, that's going to be the 
best part I think, saying. ' I  made it through four and 
a half years of university. It wse a tough road and I 
stuck with it and now I got a dagraa.' That's going to 
be nice. That's going to be a big break I think and i ' i a  
looking forward to it a lot. 
In one case a student derived a sense of satisfaction at 
having repudiated a teacher's prediction that he would never 
graduate from university and would be ill-equipped to succeed 
in higher education. 
When I was in schwl, my teachers told my parents that 
I would never graduate. They said 'he's a polite boy. 
He's a very polite boy but he's not smart enough to 
graduate from high school - certainly not with the rest 
of the class. He'd be in remedial class. Get him into 
auto mechanics.' And I found out that my teachers told 
my parents that in grade 11. And it feels good now that 
I'm in university and I'm going to graduate. It's really 
nice to know that I've accomplished that. 
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D. Freedom o r  Abi l i ty  t o  choose. 
FOT 16 pe rcen t  of ou r  respondents,  t h e  freedom t o  choose and 
des ign  one ' s  own academic program as well  as the  freedom t o  
choose ind iv idua l  f a c u l t y  members provided an important  
source  of s a t i s f a c t i o n .  Of lesser importance i n  t h i s  category 
was t h e  freedom t.0 des ign  one's own t ime schedule.  For 
s e v e r a l  s tuden t s ,  t h i s  new found freedom war a r e f r e s h i n g  
change feom high school where t h e r e  was very l i t t l e  choice i n  
t h e  mat te r  of courses, t e a c h e r s  o r  t ime schedules.  Tha 
fo l lowing  conuosnts r e f l e c t  these  views. 
I l i k e  u n i v e r s i t y  because I g e t  t o  plan my own hours. I 
a180 g e t  t o  choose t h e  courses I vant t o  do.  In  high 
school,  we had t o  do English,  Newfoundland Cul tu re  and 
so on. So it 's t h e  cho ice  t h a t ' s  good. 
I l i k e  my c l a s s e s .  I l i k e  t h e  scheduling compared t o  
h igh  school or t r a d e s  sohool where you're gone a l l  day. 
you ge t  t o  pick your own schedule and sometimes your own 
professor  depending o n  how many s l o t s  and courses  are 
o f f  erad. 
I n  high school t h e s e  are t h e  courses you had t o  do and 
t h e r e  is no two ways about it. Now I g e t  t o  p iok  what I 
Want when I v a n t  it and my schedule. That is r e a l l y  
f r e e ' a n d  I could p i o k  h e r e  and t h e r e  u n l i k e  i n  high 
school - do t h e  s tudy ing  and d o  t h e  work. I f  I d o n ' t  
want t o  s tudy  now I d o n ' t  have to.  Granted, I ' d  probably 
f a i l  but  t h a t ' s  my cho ice .  
I f i n d  it s a t i e f y i n g  having the  freedom here .  I'm j u s t  
focus ing  on t h e  kind of work t h a t  I 'm i n t e r e s t e d  in 
doing. I've somewhat designed t h e  program t o  meet my own 
needs. Tha t ' s  t h e  most s a t i s f y i n g  th ing  - t o  be a b l e  t o  
do t h e  k ind  of work t h a t  I want t o  do. 
E. Con t r ibu t ions  made t o  a f u t u r e  career. 
F o r  a smal l  minor i ty  of s t u d e n t s  (5  pe rcen t  of our 
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sample),  the  expectat ion t h a t  a un ive r s i ty  educa t ion  would 
l e a d  t o  a des i red  f u t u r e  career was t h e  most s a t i s f y i n g  
aspec t  of t h e i r  un ive r s i ty  experience.  
The f a c t  t h a t  I ' v e  a c t u a l l y  accomplished t h i s  a n d  t h a t  
a t  soma po in t  i n  my f u t u r e  t h i s  is a c t u a l l y  go ing  to  be 
important t o  m e  g ives  me a sense o f  fu l f i lmen t .  Right 
now 1'. doing a course and I might say 'well ,  i t ' s  n o t  
t h a t  important r i g h t  now.' Bu t  f i v e  o r  t e n  y e a r s  down 
the road it might a c t u a l l y  have an impact on what 1'm 
teaching. That 's  b a s i c a l l y  *ha t  I  f i n d  most e a t i s f y i n g  
about it. 
unsa t i s fac to rv  Exneriences 
When asked the  question what do you enjoy l e a s t  ( o r  f i n d  
l e a s t  s a t i s f y i n g )  about going t o  u n i v e r s i t y ,  s t u d e n t  
rasponses indicated t h a t  nine aspec t s  of the  s t u d e n t  
exper ience  EaUhed p a r t i c u l a r  d i f f i c u l t i e s  or induced some 
l e v e l  of s t r e s s .  These n i n e  problem areas made it more 
d i f f i c u l t  fo r  s tuden t s  t o  ach ieve  t h e i r  g o a l s  o f  g e t t i n g  good 
g rades ,  designing an academic program t h a t  s u i t e d  t h e i r  
needs,  preparing fo r  a f u t u r e  c a r e e r  or f u r t h e r  s t u d i e s  and  
g radua t ing  with a u n i v e r s i t y  degree.  
A. Course Selection and A v a i l a b i l i t y  of Courses. 
The l e a s t  s a t i s f y i n g  s s p e s t  o f  the  un ive r s i ty  exper iense  f o r  
s tuden t s  i n  our  survey concerned t h e  s e l e c t i o n  a n d  
a v a i l a b i l i t y  of courses (28  pe rcen t ) .  The main source  o f  
d i s s a t i s f a c t i o n  i n  t h i s  r egard  was t h a t  s t u d e n t s  were unable 
t o  choose courses t h a t  were i n t e r e s t i n g  and r e l e v a n t  t o  t h e i r  
f u t u r e  p lans ,  formed a coheren t  and l o g l a a l  des ign  o r  p a t t e r n  
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and f u l f i l l e d  the i n s t i t u t i o n a l  requiremenis f o r  dagree 
programs. 
one of the m j o r  problems underlying student 
d i s s a t i s f a c t i o n  was the  l a c k  o f  courses a v a i l a b l e  i n  any 
g iven  semester  and t h e  a v a i l a b i l i t y  o f  f acu l ty  members to  
t e a c h  them. o n e  s tuden t  complained t h a t  some of t h e  courses 
t h a t  appeared a t t r a c t i v e  i n  the calendar d e s c r i p t i o n  simply 
were n o t  available and i n  Bone cases  ve re  never offered 
dur ing  h e r  e n t i r a  t i m e  a t  un ive r s i ty .  
I r e a l l y  wanted t o  d o  two EOUrses the whole t ime I was 
i n  un ive r s i ty  b u t  I c a n ' t  remember the l a s t  t i m e  e i t h e r  
of then were o f fe red .  They are t h e r e  i n  the ca lendar  - 
t h e  desc r ip t ions  and everything and they say 'not 
offered i n  1 9 9 1  or  n o t  o f fe red  i n  '89-90 or. whatever. 
and i t ' s  not o n l y  t h a t  yea r  tha t  they weren ' t  offered.  
I t ' s  happened q u i t e  a b i t .  
The problem wi th  courses n o t  being o f fe red  i s  a s o r e  po in t  
f o r  many s tuden t s  as f a i l u r e  t o  g e t  courser,  e s p e c i a l l y  those  
required t o  f u l f i l  degree regu la t ions  (core c o u r s e s ) ,  o f t en  
l e d  t o  de lays  i n  graduation,  added expensas and the 
d i s r u p t i o n  or persona l  p lans .  
I have a hard t i n e  g e t t i n g  the courses  t h s t  I want. I 
should have graduated in A p r i l  and  I have been  delayed 
u n t i l  December. This i s  because I'm wai t ing  f o r  a four 
thousand level  course  t h a t  I need to  g radua te .  The one 
t h a t  I wanted was  not o f fe red .  There a r e  o t h e r  ones tha t  
v e r e  ava i l ab le  but  I don ' t  have the  p r e r e q u i s i t e s  for  
those .  The only one t h a t ' s  good f o r  me, I have  t o  wait 
u n t i l  Se~ tember .  I ' v e  ao t  t o  hang around u n t i l  then and 
I w i l l  nbw graduate in-December.. 
I 'm t r y i n g  t o  g e t  f i v e  courses f o r  the summer. I'm on a 
wait ing l i a t  a n d  I d o n ' t  have  my courses.  I had  t o  come 
i n  and g o  knocking d o o r  t o  door t o  g e t  t h e  courses I 
needed. It was crazy.  But besides t h a t ,  courses  l ike  
4092 t h s t  take 15 people. .  . how am I supposed t o  get 
i n t o  t h a t ?  I t ' s  mv l a s t  semester a t  school a n d  I have t o  
d o  both 4000 l eve l  coueses f o r  my major i n  t h e  same 
semes te r  plus th ree  other courses.  Tha t ' s  crazy a s  f a r  
a s  Ills concerned. They d o n ' t  o f f e r  enough c m r s e s  and 
t h e y  d o n ' t  o f f e r  enough c l a s s e s .  The ones you need  f o r  
y o u r  major l i k e  3040 and 3150, t h e y  o f f e r  one  c l a s s  v i t h  
30 people In the  c l a s s .  T h a t ' s  it each  semester .  And 
t h e r e  are God knows how many majors out there? It's 
c razy .  That  r e a l l y ,  r e a l l y  bothers me. 
Becauae assess 3 courses is  based on a mer i t  system a t  
Memorial, where t h e  number o f  course c r e d i t s  and t h e  
s t u d e n t ' s  g rade  po in t  average de te rmine  r e g i s t r a t i o n  t imes ,  
s t u d e n t s  v i t h  lover grade po in t  averages (oPAos) and fever  
c r e d i t s  o f t en  find themselves i n  a quandary when choosing 
course r  for t h e i r  programs. S i m i l a r  problems a r i s e  where 
s t u d e n t s  are forced t o  choose from a very  l imi ted  c o u r s e  
b e l e o t i o n  and are o f t en  unable t o  g e t  the required c o u r s e s  
f o r  t h e i r  programs. 
I work hard f o r  what I a e t  but wi th  t h i s  low averace  - 
t h e  pas t  two years  and  I  j u s t - d o n ' t  ha-& t h e  average t o  
g e t  it. I was number IS on the  w a i t  list l a s t  semester .  
I never g o t  g e n e t i c s  and I t h i n k  t h a t  t h e r e  shou ld  be  
something made t h e r e  t o  change it. 
I t r y  t o  choose courses  t h a t  a r e  going t o  be  r e l e v a n t  t o  
wha t  I  want t o  be working a t  when I f in iah .  I was 
looking t h i s  t e r n  and  I  was s o r t  of ohoosing - t h i s  one 
w i l l  be use fu l  If  I've got  t o  work v i t h  people i f  I g a t  
i n t o  counse l l ing  and  t h i n g s  l i k e  t h a t .  Bu t  my grade  
p o i n t  average wasn' t  t h a t  high so I d i d n ' t  have much 
cho ice .  It was Whatever I oould ge t  when I c a l l e d  in. 
The f a c t  t h a t  s tuden t s  v i t h  dec la red  majors and minors have 
f i r s t  p r i o r i t y  when it cones time t o  choose c o u r s e s  a t  
r e g i s t r a t i o n  i s  a n  a d d i t i o n a l  aggrava t ion  f o r  s t u d e n t s  
colnpeting f o r  an a l r e a d y  l imi ted  course s e l e c t i o n .  One 
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s t u d a n t  desc r ibes  her unique s t r a t e g y  of switching minors t o  
ga in  an advantage i n  t h e  scramble f o r  courses. 
I 'm  a sociology major and a h i s t o r y  minor. I r e g i s t e r e d  
for my h i s t o r y  and then I want and I changed my minor t o  
English so then I could g e t  my English course. I g o t  
t h a t .  I had t o  change my minor back t o  h i s to ry  q a i n  
t h i s  semester  SO t h a t  I could g e t  my h i s to ry  courses. 
Then I cou ldn ' t  g e t  my English course. I t ' s  usua l ly  tha  
minor t h a t  I ' v e  been changing. It 's confusing. I thought 
t h e  telephone [ r e g i s t r a t i o n  system]would e l imina te  t h a t  
b u t  it h a s n ' t  a t  a l l .  I t  goes  by grade po in t  average so 
i f  YOU keep your narks up y o u ' l l  be a l l  r i g h t .  I n  your 
l a s t  yea r ,  I be l i eve  you g e t  t o  r e g i s t a r  before anyone 
e l s e .  Even then ,  I s t i l l  cou ldn ' t  g e t  my sociology 
course. I  still cou ldn ' t  g e t  it. I t r i e d  the. a l l .  
Bas ica l ly ,  I haven ' t  been a b l e  t o  pick what courses I 
wanted t o  do i n  sociology.  I j u s t  g o t  t o  pick what 
courses I could g e t  in to .  
A l l  s tuden t s  a t  Helhorial must t ake  core or requ i red  
courses i n  o rde r  t o  f u l f i l  t h e  requirements of a degree  
program. For s e v e r a l  of t h e  s t u d e n t s  i n  our sample, having t o  
t a k e  c o r e  courses of ten  meant being stuck with what they  
pe rce ived  as incompetent p ro fessors  because they ware t h e  
on ly  ones i n  t h e  department who t augh t  t h e s e  courses. For 
o t h e r  s t u d e n t s ,  degree requirements which l imi ted  the  number 
of e l e c t i v e s  they  could t a k e  prevented theln from dabb l ing  in 
o t h e r  s u b j e c t  areas of  i n t e r e s t  and o f t e n  confined them t o  
'narrow s t r i p s  of learning. '  
There  are c e r t a i n  courses  t h a t  you have t o  take.  Some of 
them, you have no choice.  Theresa only one proP who 
t e a c h e s  it so you do t h a t .  You c l o s e  your eyes and do 
t h e  course. 
I 'm  doing a h i s t o r y  minor and I'm tak ing  the  e x a c t  
h i s t o r y  courses t h a t  I l i k e .  Once you g e t  t o  pick your 
own courses then  you r e a l l y  enjoy t h e  c l a s s e s  b u r  the  
c l a p  t h a t  you've g o t  t o  d o  t o  g e t  t h e r e  is r a a l l y ,  
r e a l l y  s tup id .  I l i k e  Eng l i sh  s o  t h a t ' s  f i n e  f o r  me but 
I know l o t s  of people t h a t  have a r e a l l y  hard t i n e  with 
English.  And why do you have t o  do English i f  you know 
you're going t o  have t o  d o  biology or whatever? 
Univers i ty ,  as f a r  as I'm concerned, should al low you t o  
do e x a c t l y  what r e l a t e r  t o  what y o u ' l l  do when you ' re  
f in i shed .  
I d o n ' t  have t ime f o r  anything except t h i s  narrow l i t t l e  
f i e l d  of biology. I can only  focus on f i v e  courses. I 
c a n ' t  l e a r n  how Beethoven l i v e d  or how Mozart l ived  o r  
how someone e l s e  l ivad.  I d o n ' t  know h i s to ry .  I want t o  
know my l i t t l e  narrow f i e l d  o f  l ea rn ing  b u t  I d o n ' t  want 
it t o  be everything I know. 
8. Q u a l i t y  of Teaching. 
Par 26 p e r c a n t  of t h e  s tuden t s  i n  our  sample, the  qua l i ty  o f  
teaching a t  Memorial was t h e  m e t  d i s s a t i s f y i n g  aspec t  of t h e  
student experience.  This t o p i c  is developed more thoroughly 
i n  the n e x t  sec t ion  t o  g ive  a more d e t a i l e d  desc r ip t ion  o f  
student r a t i n g s  f o r  various dimensions of t each ing  
performance. 
C. Pee l ings  of I so la t ion  and Al iena t ion .  
For 14 pe roen t  of t h e  s t u d e n t s  interviewed, t h e  most  
d i s s a t i s f y i n g  aspec t  of t h e  s t u d e n t  experience was t h e  
fee l ing  o i  being i s o l a t e d  or a l i e n a t e d  in t h e  u n i v e r s i t y  
environment.' I n  n o s t  cases, s t u d e n t s  desc r ibed  t h i s  
a l i e n a t i o n  in terms o f  being ' t r e a t e d  l i k e  numbers, ' o r  t h a t  
they  f e l t  'anonymous, ' ' l o s t ,  ' ' powe~leso ,  ' o r  found 
themselves 'vandaring through u n i v e r s i t y q  wi th  l i t t l e  or n o  
' Although o n l y  14% of s t u d e n t s  i d e n t ~ f i e d  fee l ing8  o f  
a l i e n s t l o n  o r  i s o l a t i o n  as t h e  'moat dissatisfying a s p e c t  
01 t h e  un ive r s i ty  experience,  ' tho major i ty  of t h e  o t h e r  
s t u d e n t s  w e  intervreved d id  r e g i s t e r  s imi la r  conp la ln ta  
about i s o l a t i o n  - p a r t ~ o u l a r l y  for t h e  f i r s t  year .  
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d i r e c t i o n  from other s tuden t s ,  f a c u l t y  or un ive ra i ty  s t a f f .  
E s s e n t i a l l y ,  t h e  problem f o r  t h o s e  s tuden t s  who f e l l  i n t o  
t h i s  category was a lack o f  s o c i a l  and academic i n t e g r a t i o n  
i n t o  t h e  un ive r s i ty  community and a general  detachment from 
t h e  dec i s ions  t h a t  a f f e s t e d  t h e i r  academic ca ree r s .  
The p a t t e r n  t h a t  emerged from t h e  interviews on t h i s  
po in t  was t h a t  f e e l i n g s  of a l i e n a t i o n  o r  i so la t ion  were most 
intenna a t  e a r l i a r  pe r iods  i n  t h e  s tuden t s '  c a r e e r s  
( t y p i c a l l y  f i r s t  and second y e a r )  and va re  g radua l ly  
a l l e v i a t e d  as s tuden t s  became more in tegra ted  i n t o  t h e  
u n i v e r s i t y  comuni ty .  The t r a n s i t i o n  from high school t o  
u n i v e r s i t y  was p a r t i c u l a r l y  d i f f i o u l t  for many s t u d e n t s  
because they  were separa ted  from t h e i r  f r i e n d s  and l o s t  t h e  
personal  c o n t a c t  they  enjoyed with t h e i r  h igh  ~ c h o o l  
t eachers .  Str ipped o f  t h e i r  s o c i a l  t i e s  and herded in to  a n  
anornous body o f  f i r s t  year or ' g e n e r a l  s tud ies '  s t u d e n t s .  
new undergraduates experienced a 1066 o f  iden t i ty  and became 
' j u s t  ano the r  number' i n  t h e  u n i v e r s i t y  bureaucracy. F o r  
s t u d e n t s  from ou t s ide  the prov ince  a n d  fo r  those  v i t h  no 
family o r  few f r i e n d s  wi th in  easy t r a v e l l i n g  d i s t a n c e  of t h e  
u n i v e r s i t y ,  t h e i r  sense  of i s o l a t i o n  oould be even more 
in tense .  
I t h i n k  it was s blq  s d j u s t m m t  when I cane i n  h e r e  
because i n  hlgh school you're Dave or whoever your name 
is. Here, the  atmosphere Is very  c o l d  somotinsn. You're 
j u s t  a number. I f ind  t h a t  really hard; r e a l l y  s t r a n g e .  
F i r s t  yea r  was in tense .  The u n i v e r s i t y  system i a  no much 
d i r f e r e n t  from t h e  h igh  s c h o o l  system. I moved i n  p r e t t y  
much on my own. There were f o u r  o r  f i v e  people hare t h a t  
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I knew buf four or f i v e  i n  5 , 0 0 0  i s n ' t  r e a l l y  a l o t .  
Also. l i v i n g  an my own and l i v i n g  ivay from homa - 
moving i n  with 60 people i n  a ras idence  t h a t  I never  
knew b e f o r e  was nerve-racking a t  t imes.  
At f i r s t ,  I wasn't too  ho t  on t h e  idea  of being around 
such a b i g  crowd of people. I was always used t o  t h e  
idea o f  being on a one t o  one  b a s i s  with teachers.  1n 
here t h e r e ' s  such a d i f f e r e n c e  b r  deem s tuden t s  and  
p ro fs  and s t u f f .  Moat t imes,  you e e a l l y  don ' t  g e t  on a 
one t o  one basis  with then. I t ' s  almost  l i k e  being a 
number. My high school experience,  being from a small 
place,  you oould ge t  t o  know y o u r  t eachers  well - 
f e e l i n g  t h a t  you could t a l k  to  them about anything. 
Al iena t ion  for o the r  s t u d e n t s  was experienced as a 
f e e l i n g  of powerlessness and lack o f  c o n t r o l ,  p a r t i c u l a r l y  
when it cane t o  designing t h e i r  academic programs i n  t h e  
f i r s t  year.  Not knowing much abou t  t h e  un ive r s i ty  system, 
course p r e r e q u i s i t e s ,  degree requ i rements  and o t h e r  r u l e s  and  
r e g u l a t i o n s ,  s tuden t s  o f t en  found themselves s u b j e c t  t o  t h e  
benevolence of t h e  f a c u l t y  a d v i s e r s  assigned t o  them. As a 
consequence, s tuden t s  complained t h a t  t h e y  were f u n n e l l e d  
i n t o  p a r t i c u l a r  course 's treams'  t h a t  l a t e r  caused problems 
in t h e i r  academic programs. 
The u n i v e r s i t y  is s e t  UD i n  some ways 60 t h a t  vou a e t  
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psychology and math and nobody r e a l l y  knows why. I came 
i n  h e r e  and I d i d n ' t  even r e a l i z e  t h a t  I d i d n ' t  have t o  
do math i f  I d i d n ' t  want t o .  I ended up  doing m t h  twice 
and f a i l i n g  it twice. I t ' s  a let-down and a waste of 
time. Doing courses l i k e  psychology, I r e a l l y  d i d n ' t  
l i k e  it t h a t  much. I  th ink  t h e s e  courses wers pushed a 
l o t .  
When I came i n  f i r s t  yea r ,  my a d v i s e r  said 'well ,  t h i s  
is what you should s ign  up for - english,  math, 
psychology' - the  f i v e  courses t h a t  you usually t ake .  I 
signed up for  it b u t  I hated it. They to ld  ne t h e  next 
term a g a i n  t h a t  I should r e t a k e  it. I jus t  hated tha t .  
Somebody should have Xnown t h a t  we d i d n ' t  have t o  take 
math. It ended up t h a t  I d i d n ' t  have t o  d o  tha t  f o r  an  
a r t s  degree  or f o r  a social work degree. 
I n  a d d i t i o n  t o  Memorial's f o r m 1  facu l ty  a d v i s i ~ g  
system, t h e  informal networks of s o c i a l  suppor t  b u i l t  among 
s tuden t s  o r  what E l io t  Friedson (1960) c a l l s  . l ay  r e f e r r a l  
systems' e l s o  provide e s s e n t i a l  in fo rmat ion  f o r  s tuden t s .  
These systeme provide s tuden t s  v i t h  information.  l e a d s  and 
evaluations abou t  courses,  p r o f e s s o r s ,  admin i s t ra t ive  
p r ~ o e d u r e s ,  and other a spec t s  of u n i v e r s i t y  l i f e  t h a t  are 
v i t a l l y  impor tan t  t o  t h e  s t u d e n t ' s  c a r e e r .  In  f a c t ,  f o r  many 
s tuden t s ,  t h e s e  informal networks seem t o  play a much more 
Important r o l e  than  t h e  formal nachenlorns fo r  adv i s ing  and 
a s s i s t a n c e  a l r e a d y  i n  place.  Not hav ing  access t o  these  
systems due  t o  a l i e n a t i o n  and i s o l a t i o n  l eaves  s t u d e n t s  v i t h  
l i t t l e  i n f o m a t i o n  v i t h  which t o  make informed cho ices  about 
such important  ma t te r s  as which c o u r s e s  and professors t o  
t a k a  and which ones t o  avoid and how t o  design an academic 
program t h a t  would meet t h e  i n d i v i d u a l ' s  needs. These 
s tuden t s  d e s c r i b e  how lay r e f e r r a l  systems p l a y  a p a r t  i n  
helping then t o  c a r r y  out  t h e i r  academic work and t o  make 
more informed choices.  
When vou choose courses vou ask another s t u d e n t  who h a s  
taken. t h e  course beiore.  I n  our department,  f o r  
example, I€ I had t o  choose between two p rofessors  and 
I mentioned two names t o  another sen lor  l e v e l  s tuden t  
and ray 'which one IS b e t t e r ? '  I m ~ g h t  n o t  have t o  ask 
anathe; ques t ion  
I t a l k  t o  o the r  s tuden t s .  I ' m  i n  t h e  l i n g u i s t i c s  f acu l ty  
SO I kind of have an idea  of who t h e  p m f s  are and t h a t  
s o r t  of th ing .  But t ak ing  English courses - I d o n ' t  know 
much about t h e  English department so I ' l l  ask  f r i e n d s  of 
mine who are  English majors 'what 's  t h e  p ro f  l iKe ,  what 
k inds  of t h i n g s  d i d  you do?' That kind o f  th ing .  
I t ' s  good t o  have t h e  same people i n  your class year  
a f t e r  year. It makes it a l o t  e a s i e r  doing work. When 
you've g o t  assignments it's a l o t  e a s i e r  t o  c a l l  people 
and g e t  toge the r .  And talKing t o  people i n  c l a s s ,  i t ' s  
e a s i e r  t o  ask somebody a question.  When I was i n  f i r s t  
semester  nobody asked any ques t ions  because nobody knew 
each o the r .  Now, you ' re  not  embarrassad about a sk ing  a 
s tup id  ques t ion  with a l l  of your classmates.  There have 
been t imes when I was doing assignments and d i d n ' t  have 
e c l u e  how t o  do them. You see somebody from your c l a s s  
and you can ask then. F i r s t  semester ,  I wouldn' t  have 
done t h a t  because b a s i c a l l y  I d i d n ' t  know anybody. 
I n  our department, t h e r e ' s  one p a r t i c o l a r  prof t h a t  I ' v e  
heard about t h a t  was supposed t o  be  r e a l l y  bad news. My 
f r i e n d s  s a i d  he came i n  and he made you f e e l  l i k e  you 
were an i d i o t  and s o r t  of shunned you i f  you d i d n ' t  
answer or i f  you answered i n c o r r e c t l y .  I f  I f i n d  out 
t h a t  a prof is n o t  my t y p e  of prof then  I won't  t a k e  h i s  
course. I ' v e  learned t o  ask s t u d e n t s  f o r  
recommendations. 
For senior s tuden t s  who have b u i l t  up more e x t e n s i v e  s o c i a l  
networks i n  t h e i r  departments,  fasultymembers themselves may 
become an important  p a r t  of t h e i r  l ay  r e f e r r a l  systems as 
t h e s e  s tuden t s  desc r ibe .  
I haven ' t  seen  my f a a u l t y  adv i se r s  s i n c e  my f i r s t  year. 
Now, I j u s t  ask people t h a t  I know I can t r u s t .  I had a n  
English p r o f e s s o r  i n  t h e  second yea r  so when I had 
problems i n  English I would go and ask  him. I know 
another professor from outside and if I had a problem I 
can usually ask him. Within history, there is a number 
of pi-~fese~rs that I've had I can usually ask then. 
There is a sort of gang of people that you sit down and 
have coffee vith [and] gripe and discuss things. But 
when I'n in my fifth year there aren't too many more 
students around. Most of the students who ara more 
experienced than me are gone on and graduated so it's 
u~ually pr~fessors. In my experience, the profs are 
fairly aary going. They'll agree if someone is a bit dry 
for your taste or perhaps this oourse isn't exactly what 
you're looking for. 
I might have gone to see my adviser once. I usually go 
to professors Ism fond of instead of going to advisers 
I don't know. Other tiass I would just go and ask 
questions of somebody who taught me and that I really 
like and I have a high opinion of and that I think they 
know what they're doing and stuff like that. 
A number' of studies hava shown that making friends is a 
key factor in the transition to university life (Benjamin, 
1989; Bean, 1980; vaala and noldoway, 1989). Students who 
find themselves separated from their peers may suffer from a 
senre of anonymity and isolation and may even experience a 
drop in their grade level. In more severe Eases of 
loneliness, students may commit suicide or alsoholism may 
result. In the case below, one student describes his 
frustration after repeated efforts to join university clubs 
and become more involved vith campus activities had failed. 
This sense of isolation and loneliness, combined vith poor 
faculty advising and a poor academic performance in his first 
year, were critical factors that almost led to a voluntary 
withdrawal from university during his third eemester. By 
examining this case in some detail, wa can gain a greater 
appreciation of how the alienating ~onditions of student life 
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at Memorial can hava an iapaot on the quality ot  one 
student's experience. We can also witness the impact that one 
caring and sympathetic professor had on this student's 
personal and intellectual dsvelopnant. 
I felt real uncomfortable in Newfoundland when I first 
came here. I hated my first year and every day I wanted 
to quit.. . ny dad's in the service. Wa move around a lot 
and I've always found it hard making friends. It took a 
long tima before I made any friends because I didn't 
know how to talk to people. In high school, I war a 
swimmer and I was good at it and I was good st water 
polo All my buddies in high school were the swim team 
and water polo guys and we hung around together like 
glue. I tried to gat into the university swim team when 
I first came here. It might round like a small issue to 
YOU but I Was calling and nobody knew how I could get on 
it or anything. And I tinally got on it. The practices 
were at 6 : 0 0  in the morning. I didn't have a car and the 
bus didn't run that early. I vent to two practices and 
I had to get up at 5 : 3 0  in the morning. I ended up 
dropping it. I couldn't handle it. I didn't have tha 
time to do it. I look back at it now - as a place where 
I could have fit in...ISm not a Newfoundlander and I 
felt out of place, I really did. I felt really out of 
place. If you can imagine this, I felt that in high 
school I had all my clothes on. And if someone picked 
you up and threw you into a snowstorn with bare 
underwear on - thatv= how I felt. It was a horrible 
feeling. 
I heard about this isolation thing in high school. 
I never really connected with it. But when I cane here 
to !KIN it was just like concrete, just like a 
walk..boon.. and 1 hit it. It really shook ne up. I had 
no social confidence. I couldn't fit in here. When I 
oouldn't be with the swim team I went to the political 
science society. The political science society is 
probably about as big as the office [where the interview 
was being conducted] and you had five people there and 
I didn't know then and I felt awkward ~itting there and 
I didn't know what to say. I felt really self-conscious. 
I didn't hava very many friends. I ended up dropping out 
of that. I was in theatre arts in high school and I was 
real good in it so I said 'great, I'll go for that.' I 
tried to get involved in that and ended up dropping that 
too because there were SO many people involved in that 
and it was really disorganized. so basically after that 
my life was..I woke up in the morning, came and studied, 
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went bask home, ate supper, vent to sleep. That war my 
life ior a whole year. 
I went to my faculty advisers. I needed to ask some 
questions about what a BA was. I didn't know what a BA 
was. I didn't know what Arts was really. I thought they 
were supposed to help me like in the high schools but 
they didn't. Thay were really ignorant. I just got fed 
up with that and I had no one I felt I could go and ask 
a question about. I had a. chemistry faculty adviser and 
I was really interested in doing marine biology. That 
was my life dream to do marine biology. So I needed this 
ohemistry and I thought 'this is great. Things are 
finally turning around.' I asked him what courses would 
help me to do this and his outright answer wan, 'I don't 
know. GO ask someone else.' I said, 'but you're my 
faculty adviser,' and ha says 'but I don't know how to 
help you.' And that was after class and so I just walked 
out and I never talked to him about it again. My other 
faculty adviser far my first semester, he basically said 
- 1  don't really know.' He came out and said it 'I don't 
know what my job is as fasulty adviser. I don't know 
what I'm supposed to do. So if you have any questions 
you can ask me and if I can answer them I will.' I 
didn't really have many questions in the first year. I 
was just sort of getting out of university when the day 
was over and not coming baok. 
My second year university, I hated it about 50 
percent less but I still hated it. I was doing bad in 
school. I wasn't "Bed to the marks and I was frustrated. 
I had a business minor at the time. I waa really happy 
to get the business minor but I ended up dropping this 
minor because of accounting. I got a 50 on it. Then I 
got into the political science faculty and I came across 
one of the best profs I ever came across. He really 
talked to me like an individual. I was going to drop out 
of university in my second year. He was really 
sympathetic and he really talked to me. I sat down and 
he said '***, you don't look very good,' and I said 'no 
S ~ I - . '  1 mean, I was depressed. I bmght a motorcycle and 
I juat didn't give a ehit about nothing. I just wanted 
to drive off and I was just thinking about going away to 
B.C. and working as a lumberjack or something -getting 
away from it all. And he juat started talking to me. He 
asked how my courses vere going and he vent through my 
courses, course by course. He had a row of five people 
waiting for him and they vere really impatient. I talked 
to him far 45 minutes. I can honestly say it was 
something I went into not expecting. I was expecting 
'yeah, I'm going to tell you what courses I'm taking and 
ram going to walk out.' I had failed a French course. I 
was really pissed with that. He told me the routes I 
could 90 about to get my mark and he told me about some 
D. Financial Difficulties. 
The financial difficulties attached to being a student at 
Memorial were cited as the most dissatisfying aspect of the 
university experienoe for 12 percent of the undergraduates 
interviewed for the study. When questioned about the 
stees60rs attached to finances, the data from all of the 
interviews suggested three main reasons why the financial 
aspect of attending university was a souroe of 
dissatisfaction and stress for many students. First, students 
who faced difficulties in meeting the costs of attending 
university (to pay for books and tuition fees] as well as 
basis living expanses experienced high levels of stress which 
interfered with their abilities to concentrate and cope vith 
the rigors of their academic worY. Students who fell into 
this category tended to be from outside St. John's, dependent 
on student loans for most, if not all living expenses, and 
received little or no financial support from parents and 
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fami ly  members, otl.sr r e l a t i v e s ,  spouses and common-law 
spouses,  o r  f r i ends .  
Finances have been d i f f i c u l t .  Sometimes I  f e e l  s t r e s s  a t  
[no t ]  being ab le  t o  pay b i l l s .  I f ind  t h a t  running out 
of money st f i n a l  [exam] time in d i s t r e s s i n g .  I f  I'm 
r e a l l y  worried about paying b i l l s  or nex t  month's r en t .  
it j u s t  seems t o  c u t  i n t o  my soncantrat ion.  
I t h i n k  the  th ing  I enjoy l e a e t  i s  t h a  f i n a n c i a l  a spec t s  
of it - not having a good supply of money. I f  I'm law on 
money, it bo the rs  me. I'm not comfortable wi th  anything 
then. I have a hard job. I f  you're wondering how you're 
going t o  g e t  a l l  of your b i l l s  paid and how you ' re  going 
t o  a f fo rd  everything and he re  you ara going t o  t r y  
studying wi th  a l l  these  o the r  p ressures  as wall  ... you 
come t o  un ive r s i ty  and you ray  'God, I c a n ' t  a f f o r d  t o  
go i n t o  t h e  c a f e t e r i a  and buy lunch and s t u f f  today 
because t h e  monev i s  t i m h t . '  It i u r t  wts vou under 
amazing pressure.  
- . .  
You cannot f u l f i l  academic requirements t o  your g r e a t e s t  
a b i l i t y  nor can you enjoy u n i v e r s i t y  l i f e  ( t o  some 
degree) when you are worried about no t  having snough 
food t o  e a t  or a p lace  t o  l ive .  
Secondly, s tuden t s  who were dependent on pa ren ta l  
con t r ibu t ions  f o r  paying f o r  t h e i r  u n i v e r s i t y  expenses 
experienced s t r e s s  because o f  t h e  con t ro l  pa ren t s  vere 
capab le  o f  exeroising over t h e i r  choices,  a c t i v i t i e s  and 
a f f a i r s .  Also, s e v e r a l  s t u d e n t s  f e l t  uncomfortable about the  
prospect  of p lac ing  f i n a n c i a l  burdene on t h e i r  p a r e n t s  and 
not being a b l e  to pay f o r  u n i v e r s i t y  expenses independently.  
My p a r e n t s  pay f o r  u n i v e r s i t y  but I have t o  pay them 
back. I c a n ' t  g e t  enough money toge the r  be fo re  semesters 
bu t  over t i n e  I pay them back so much every week. I ' d  
f e e l  a l o t  more c o m f o r t a b l e g e t t i n g  a s t u d e n t  loan than 
paying my paren t s  because my p a r e n t s  always have t h a t  
l i t t l e  th ing  over my head... My f a t h e r  is a pharmacist  
and h e  r e a l l y  wanted m e  t o  become a pharmacist .  So f o r  
t h e  f i r s t  couple of y e a r s  I t r i e d  pharmacy b u t  I  d i d n ' t  
l i k e  it b u t  I a t i l l  d i d  it because he wanted me t o  
become a pharmacist .  
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I can alvavs set monev. I iust have to call home for it. 
Everybody is in the financial dilemma. Everybody is in 
it except for the people who live at home. But where our 
hone is on the west ooaet and we're living out hera it's 
very hard especially when you don't want to ask your 
parents. I mean you're 22 years old right. I mean, 
yousre an adult now. You should be your own burden. You 
shouldn't be throwing your own financial problems on 
your parents. They've got their own problems. Why should 
they be chucking out money for you? I'm an adult now. I 
should have to pay for my own way. 
Third, for students who had been accustomed to a regular 
income and a secure finansial status prior to becoming a 
full-time university Student, thediffioulties inreadjusting 
to a student lifestyle and coping with a considerably reduced 
cash flow were indeed dissatisfying. Students who experienced 
this sort of relative deprivation tended to be older and had 
been worKing for a period of years prior to entering 
university on s full-time basis. 
I've always worked and I always had money for things 
that I wanted. Coming back, that was the toughest thing 
- to lose ny source of incone. 
Isve always worked and I always 1.ad money for things 
that I wanted. At a fairly young age I was independent 
and making my own money. I mean I graduated when I was 
21 and six weeks after I grdduated I was vorking. I have 
been financially independent ever since. I was quite 
secure. I had a very good job. By the time I resigned I 
had a very good salary. Now, I'm in a position where I 
an financially insecure and that's very hard foe me. It 
was incredibly difficult when I cane back to university. 
I didn'tthink I could make the adjustment and I didn't 
actually. After one full academic semester at NUN, I 
thought I was going to lose my mind. Being financially 
vulnerable was certainly a part of that readjusting to 
a oampletely different way of life vith no income. 
E. The Difficulty of Academic Work. 
POT 14 percentoi our respondents, the difficulty of academic 
work was the most dissatisfying asgect of the university 
experience. Having to do boring and tedious work for certain 
oourses, coping with the pressures of deadlines and straining 
to do difficult or large amounts of work for proportionately 
fewer marks were the most common conplaint- on this 
dimension. 
some courses Inla interested in end I enjoy finding out 
the information. Others, I o n  groaning from the time I 
start to the tine I finish because what I have to read 
and research and learn for the course is incredibly 
dull. 
What I find bad is when your work piles up. A couple of 
weeks ago, I had four midterms in one week and it was 
just too nuoh. 
I find that many science courses, especially those like 
genetics, which h a w  labs related vith them are really 
like two ooursee in one. Often, labs are a courme in 
themselves. There is not enough time in the week to do 
all the lab reports, write-ups, assignments and study 
for tests at a relaxing pace. 
It's the odd course that I get into that is really 
frustrating and difficult. One course, there's a lot of 
work involved for vary little marks. Like this 
particular course, the labs are very, very lengthy. It 
taker days to complete them and there's only five or six 
to begin vith and the total marks are worth 20 percent 
of your term mark. So you kind of stand back and look at 
it and say 'well, is this really worth 20 percant given 
the time you put into it?' 
F. Administration and Bureaucracy. 
For 12 percent of the students interviewed, the university's 
handling of administrative procedures as well as dealing with 
the university bureaucracy itself were the most dissatisfying 
aspects of thair experiences as undergraduate students. The 
lack of communication between different departments, the slow 
pace of getting things done end employee relations were all 
sore points for students who fell into this category. 
what I don't like is the lack of organization in this 
unlverslcy. '?here's a lack of eomunication and you have 
t o  qo through so much red tape for anything. Every tins 
r oo to tho reaisrrar's office I have co coma back saarn 
1've worked hare at Memorial during my summer,, and I 
know tha red tape that you have to go through to get 
things done. A lot of times I find that really 
exasperating in that if you wanted to get that filing 
cabinet moved dawn the hall-way it might take you at 
least a week and probably four forms with probably five 
copies of each form to be passed around to six or seven 
different offices before one guy in a pushcart cones in 
and moves it. 
MUN seems to have such a terrible time dealing with its 
employees. 1've been here four yaarr and out of those 
four years I think there has been at least a threat of, 
if not indeed a strike at least once in every ,single one 
of those years. Some of them aren't magor - for 
instance, the Marriott thing last semester.' But the 
cleaners or the professors are always on the verge of 
striking. They never seem to be happy with what they're 
doing. 
' The student is referring here to a dispute involving 
cafetaria workers at rn and thair employers, the 
nerriott Food corporation which provides food services to 
the university. In 1989, cafetaria workers employed by 
the Merriott Corporation went out on strike for higher 
wages and better working conditions. 
G. Overcrowding. 
For 10 percant of our respondents, the general issue of 
overcrowding was the most dissatisfying aspect of the 
university experience. The strains placed on the university's 
resources by a large student body (i.e. libraries, 
classrooms, physical fitness facilities) caused discomfort 
for nany students and was a major contributor to feelings of 
powerlessness and isolation. 
  his university is severely crowded. nany days I am 
unable to find a place to sit down to aat my lunch. 
I don't like the general stresses of living with 
thousands of people around you. There in stress in 
trying to find a place to park; where to find a place to 
study and sit down; eat your lunoh without somebody 
blowing smoke in your face. There is nowhere to study in 
the library. You can't sit down anywhere without people 
ohattinq or banging books. It drives you nutsl 
~ l r o ,  overcrowded claasrooaa and libraries don't make 
tor qood lsarning. Ic creates isolation and a lee1 lnq of 
poverle~aneas and helplessness. 
H. Career Prospects. 
For a small number of the students who were interviewed (7 
percent), the prospect of finding a rewarding career upon 
graduation was a major source of stress and the most 
dissatisfyinq aspsct of the university experience. After 
spending four or more years at university and in some cases 
going into heavy debt to pay for their university bills, the 
reality of high levels of youth unemployment was 
disconcertiny for these senior students. Being painfully 
aware of the effects of the current aoonomic recession on the 
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30b market, these students found it difficult to stay 
motivated and in the case of the student quoted below - the 
prospect of finding a job she truly desired seemed far out of 
reach. 
I just finished my degree last term. I'm doing education 
as a second degree now. I wish that I could get a job 
that I didn't have to do education as a second degree 
beoause I never wanted to be a teacher. I shooldnot say 
this but I'm doing it because I need a job and I can't 
get a job with just a biology degree. I wish it was 
possible to get a job with just that degree because 
that's what I want to do. I don't want to move away to 
Ontario to get a job in a lab somewhere for $10 an hour. 
It's just not me. I want to be outdoors. I know that 
teaching is not going to satisfy that for me but I need 
a job. 
' On Memorial's telephone registration system, the number 
nine allows students to withdraw from university. 
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I. sense of Inadequacy/ Pooe Academic Self-concept. 
Foe a couple of the students interviewed (5 percent), the 
experience of failing courses in university resulted in 
feelings of inadequacy and lover self-esteem. Although this 
topic deserves much greater attention, the data available 
from the interviews makes any kind of informed analysis 
virtually impossible. However, as can be seen from these 
students' comments, some of the factors already mentioned 
such as the quality of teaching, the difficulty in adjusting 
to university from high school, and the isolating and 
alienating conditions of first year university appear to be 
kay contributing factors that partly explain the sense of 
inadequacy that these students developed. 
There were a lot of times that I felt like I war a real 
idiot because there were other people succeeding in 
courses during the first year and I wasn't. I certainly 
had a sense of inadequacy when there were people in my 
Class pulling off nineties in math. It was a big shock 
to me being an A student and all that sort of stuff in 
high school. Even in math I didn't do too badly. It 
really surprised me to be brought down to earth like 
that. And the professor wasn't much of a help either. He 
said 'well, you can't expect to do well. You're a first 
year student.' He sort of took it as a loss I ~YBSS. 
The other thing I thought was ridiculous... I 
suppose it was a punitir, move... they used to have s 
class in the first year for people who failed for both 
[math] lo10 and 1011. They stuck everybdy who flunked 
into the Friday afternoon class that meete during the 
last slot. It meets 4:00 to 5:00 on a Friday afternoon 
and other times later in the afternoon. So they etuck 
300 stupid people who had problems with math in the same 
class. They jammed you ell in there and had some guy way 
down there in the bottom berating you for getting 34 
percent on your exam. I couldn't understand how someone 
could teach in an atmosphere like that. I suppose the 
teacher got piased off as well because they were in a 
no-win situation. They were getting 300 mathematically 
inapt students thrown at them in leer than ideal 
circumstances. 
My confidence level took a bit of a beating when I 
failed out of commerce and I took a beating when I did 
so poorly in ny math courses. That sort of carried over 
a11 through my university career. 
-ns of the ovalitv of Teaching 
On the basis of total courses taken during the part three 
semesters, undergraduates who were interviewed were askad to 
indicate the exact number of zoureas where the professor's 
parforrnance met certain specified criteria. The percentages 
were then calculated and averaged asroae all students who 
provided responses to thass questions.' Persentages represent 
the proportion of courses taken that met each criterion. 
According to our respondents, professors vent out of 
their way to help students in 56 percent of the classes that 
they had taken. The willingness of professors to offer extra 
tutorials for students having difficultywith coursematerial 
was an example sited by several students in this regard. 
We're all coming from different backgrounds. The high 
school system is not as good as it ahould be but that's 
no excuse to deprive somebody of a university education. 
So we come in here and we try our bast to learn. I know 
I have been trying. I have been working sometimes 
straight for days on end getting two, three hours sleep 
a day for as much as weeks - working [and] trying to get 
through on my own. sonetimes, that cannot be done. If 
the material is that foreign, sometimes there has to be 
extra help. Dr.'** in the *** department gives extra 
' A limitation of our data is that it fails to survey 
students' ideas about what professors actually do and 
what they are expected to do. Future research in this 
area would render a nore balanced view of student 
perceptions and satisfactions. 
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tutorials in his own time. At the beginning of the 
lecture at the first of the term he will collect a 
schedule from everyone. He will nit down and on hie own 
tine he will figure out three periods of the week when 
everyone can go to at least one of those periods. And he 
will give an extra tutorial covering material that is 
difficult; material that he has seen students have 
trouble with in the past; material that causes problems 
on final exams. And he vill do that on his own tine. 
There should be some part of the university system that 
allows for that so that all of the professors can do 
that. There should always be extra help for people who 
are willing to go and learn to take the time out of 
their schedule tu go and sit down and figure things out 
and coma and ask questions about the material that they 
don't understand. 
one prof is having tutorials. It's free. Anybody who 
wants to go can go. He's not having one, he's havinq 
three because it's a huge class. You can ask anything 
you like in them and he tells you how to tackle the 
problems and things like that. He's spending his tine 
having these classes whish is extremely good. 
The professor put a lot of effort into his or her teaching in 
66 percent of classes. A number of students ahared the view 
that eesaarch and outside work commitments ware mostly 
responsible for the inadequate performances of professors on 
this dimen-ion. 
I would say you're probably looking at 20 to 3 0  parcant 
of the faculty as not giving a .hit basically. A lot of 
these Deonle are hired on to teach us and if they have 
responsibilities is teach-in9 and if they don't give a 
=hit about that then they shouldn't have tha job. 
There are professors I've had that were hideous. They 
were really nasty people. One guy I had was teaching 300 
people in s lecture hall and he would wait until the 
last minute of claes or the last two minutes of class 
and say 'are there any questions?' You wouldn't have 
tine to look through your bag to find questions that you 
had the night before. If Bomebody didn't say anything in 
the first ten seconds after he said that, he'd say 
'Fine. I don't want to see you in my office this 
afternoon.' And he actually refused to ensuer questions 
if we didn't ask questions right away. I reloembar 
walking dawn aftee class and it war still within the 10 
minute period before the next slass. The person ahead of 
ne asked him a question before the next class and he 
[the professor] turned his head and snapped 'No, I won't 
answer your question now because I asked you just then 
SO 1'. not going to answer your questions now and I 
don't want any of you to come to ray office this 
afternoon.' To me, that was appalling. That's not what 
a university professor is. If he wants ic be lika that, 
then he should be a researcher. He should be locked off 
in a room by himself where he can't be exposed to people 
who are coming in and being scared because they don't 
knowwhat Stats is or they don't know what English is or 
they don't know what essentially is involved in the work 
that they're doing. Someone like that is so 
discouraging. I dropped that course and it was because 
of him. And there are people lika him in other courses 
who just keep piling up the work and leaving you to do 
it on your own and expecting it done and expecting you 
to know these things. And when you say 81 don't 
understand this. I don't know haw to do this,' that 
person in particular would often say 'well, that's not 
my problem. That's your problem. You figure it out.' You 
look at this person who has their PhD, who knows the 
answer's to your questions like I know the alphabet, and 
he refuses to tell you because ha thinks it's your 
prabiem or because he wants to go to lunch or because 
they want to do some of their own research. That:* 
absurd. They should not be allowed to teach ~n 
university. If they cannot teach, I don't give a damn 
what q~alification~ they have! If they cannot teaoh, 
they should not be here. Above all else, this is a 
learning institution. Research will be done and from the 
research, people will learn. But the learning haa to be 
the key and to learn, there must be teachers. And I 
don't think there are enough teachers at m. There are 
a lot of professors. Some of them have good nanea and 
some of them have bad names butthere aren't enough who 
are teachers along with being professors. 
In 51 percent of the classes, professors valued student 
opinions. Students stated here that the nature of some 
courses precluded the expression of student opinions due to 
the fast that some oourses dealt only with absolutes or 'cut 
and dried facts'. Students in the 'hard sciences' and some 
a ~ t s  courses were most likely to express this view. 
Where I'm so asienca oriented, you can't have an opinion 
because it's not right or wrong. Like math, you can't 
have an opinion. You can have proofs.. . I dld two proofs 
two days ago and I vent to him and said 'look, are these 
right?' and he said ' no . '  But technically, what I had 
done made sense. It8= just that proofs are so formatted. 
~iochemistry - you've either got a protein or you don't 
have a protein. YOU can't have an opinion about it. ~ u t  
evolution you can. I did a research paper and there are 
so many different opinions out there. If my professor 
believes that a big explosion erased than - fine - but 
he should allow my opinion if I said 'no, predation got 
rid of them.' so you really don't see a lot of opinion 
stuff unless you're talking about history or arts or 
other courses. 
PrOfeSBOrs who fail to raspeat student opinions could make 
the classroom experienoe boring and more intimidating 
according to some students. Cthers argued that unless 
students were encouraged to develop their own opinions 
instead of 'regurgitating Pacts' or 'spitting back what the 
professor said', independent thought could .tot be developed. 
I have a professor in English who just stands up there 
like hens giving a sermon or something. There's no room 
for diso~s~ion at all. As BOO!? as he comer into the 
class he starts giving a lecture until the end of the 
prio6 and that's it. It makes the class really boring. 
 NO^ that I would say a whole lot anyway but it just 
makes the class borinq even if you wanted to say 
something. ~ n d  I feel sometimes that I would want to and 
I feel a little intimidated by that. 
YOU gat some professors whose attitude towards learning 
is that YOU spit back exactly what they give you and 
that's it. I find that really frustrating. I've started 
taking courses from people and dropped them because ol 
that - because I didn't like the way they stand up in 
front of the class and lecture you. I can think of a 
specific prof. I started to take one of hi- courses 
twice and dropped them both times. He's the kind of prof 
who will give you fill in the blank questions on the 
exan and :e wants word far word out of the book. You can 
know t h e  i n f a m a t i o n  bu t  i f  you don ' t  p resen t  it t h e  way 
t h a t  it has  t o  ba presented - t h e  way they  t h i n k  it has 
t o  be presented - then  you don' t  g e t  any th ing  f o r  it. 
Y O Y ' ~ ~  not going t o  peesent something e x a c t l y  in 
somebody e l s e ' s  Words. 
  he p ro fessor  showed i n t e r e s t  i n  s t u d e n t s '  academic 
davelopnent i n  49 pe rcen t  of t h e  cases. Respondante 
iden t i f i ed  two inpor tan t  f a c t o r s  t h a t  might a f f e c t  the  
i n t e r e s t  shown towards s tuden t s  and t h e i r  academic 
asvelopment: c l a s s  s i z e  and t h e  i n i t i a t i v e  o f  ind iv idua l  
s tuden t s .  
[Professors ehov i n t e r e s t  i n  s tuden t s '  academic 
development] mores0 i n  c l a s s e s  t h a t  ware small .  The 
c l a s s e s  t h a t  are b i g ,  they don ' t  bo the r  wi th  you. They 
d o n ' t  seem t o  care one way or t h e  o the r .  You're j u a t  a 
number unless you [have] t h e  incen t ive  t o  g o  t o  them. 
I'm always p r e t t y  sure t h a t  t h e  p r o f e s s o r s  would be 
t h e r e  i f  I  had t o  g o  looking fo r  them. I j u s t  never went 
looking f o r  them. And i f  you don ' t  g o  look ing  f o r  them, 
t h e y ' r e  no t  going t o  go looking f o r  you t o  make sure 
everything is going we l l .  I th ink  t h a t ' s  more my need 
than  anything e l s e  and I d i d n ' t  need them. 
Respondents r epor t  t h a t  i n  4 1 p e r s e n t  of t h e i r  s l a e a e a ,  t h e  
p ro fessor  provided ex tens ive  feedback on work submi t t ed  by 
s tuden t s .  The advantages o f  having soma sort of feedback on 
t h e  work they do is desc r ibed  by these  two s t u d e n t s :  
Feedback from professors  t e l l s  you what y o u ' r e  doing - 
a t  l e a s t  i f  i t ' s  r i g h t  o r  wrong. I l i k e  it before we 
a c t u a l l y  d o  a work p r o j e c t  ins tead  o f  a f t e r .  After  
you've done it t h i s  way, i t ' s  too  l a t e .  It 's done. I  
th ink  it 's very va luab le .  Even when you do t h i n g s  wrong 
on your assignment i t ' s  good. I t ' s  b e t t e r  t o  have 
comments than  j u s t  o i r ~ l e b  or XIS. When you sea what 
you've done wrong you can sea how you can improve. When 
YOU see what you've done r i g h t ,  you can know what t o  
keep doing. 
I f  he ' s  j u s t  going t o  p a s s  you back a midterm t h a t  
you've jua t  spen t  2 0  hours on and j u s t  s a y  'you *o t  a B 
o r  an A,'  i t  makes a poor conparison to someone who's 
a c t ~ a l l y  golng Lo s tand  up and go through t h e  r e s t  - 
t a k e  a period after t h e  t e s t  and say ' t n l s  1s whr* I was 
looking € 0 - .  It makes a l o t  of d l f fe rcnee .  
Another student s t a t e s  t h a t  t h e  quan t i ty  and q u a l i t y  of 
feedback o f t en  depends on s tuden t s '  w i l l ingness  t o  demand i t  
from t h e i r  p ro fessors  bu t  of course,  not  a l l  s tuden t s  are as 
assertive as t h i s  one. 
Overa l l ,  I would have  t o  say I'm s a t i s f i e d  because i f  
t h e y  don ' t  g i v e  me feedback I f o r c e  it. I f  I 'm  not c l e a r  
o n  what they wanted an a n  exam or i f  I o n  n o t  g e t t i n g  
enough feedback, I ' l l  t ake  the  i n i t i a t i v e .  1'11 ask the  
ques t ions  and 1-11 b a s i c a l l y  d i s r u p t  t h e  l e c t u r e  u n t i l  
h e  g e t s  s i ck  o f  hea r ing  it and we g e t  a s a t i s f a c t o r y  
answer. 
The undergraduates i n  our sanp le  ra ted  t h e i r  p ro fessors  
as outstanding i n  29 pe rcen t  oE t h e i r  courses ,  as competent 
i n  62 pe rcen t ,  and as u n a c c c ~ t a b l y  poor i n  12 percent.' In 
a d d i t i o n  t o  the  c r i t e r i a  described above, s t u d e n t s  a l s o  
mentioned several other  q u a l i t i e s  t h a t  they t ake  in to  
c o n s i d e r a t i o n  when assess ing  t h e i r  professors. F i r s t ,  a 
p r o f e s s o r  is expected t o  be  knowledgeable about t h e  sub jec t  
area h e  or s h e  is t each ing .  P ro fessors  who are a b l e  t o  draw 
o n  t h e i r  personal  experiences and resea rch  experience are 
valued nost  i n  t h i s  r egard ,  while p ro fessors  who r e l y  on 
t ex tbooks  and outdated no tes  are valued l e a s t  as these  
c o m a n t s  r e f l e c t .  
I 'm  s a t i s f i e d  with a profeesot  who knows h i s  ma te r i a l ;  
b a s i c a l l y  a t r ade -of f  between a good resea rcher  and a 
I n  oa lcu la t ing  percentage*, missing cases were excluded 
t h u s  accounting f o r  t h e  e r r o r  when t h e  t h r e e  i t e m  are 
summed. 
good lecturer because it's very hard in the sclence 
facdlty to get someone who is a good researcher w h ~ h  1s
half their 10a and a m o d  lesturer...~ lot of nrofessors 
have their ;pet 1actu;es'. They have been teaihini~their 
courses for so lans the" lust cone in and it's oarbaae 
in, garbage out. 
. .. . - 
I took a boreal ecology course. It was a pathetic 
course. I don't think the professor was qualified as a 
boreal ecologist. He was an entomologist. ~e knew about 
insects but he wasn't a boreal ecologist. He had the 
general knowledge and everything to teach it but there 
were a few courses where he came to class and he had 
this photocopied thing with him and all ha did was read 
it off. It was so borinq. MUN should have a roecial 
person to teach that cou&e. 
When a professor looks at me and says 'this is how you 
catch an alligator' and reads it from a book, I think 
that's bullshit. when the professor says 'when I was up 
to my neck in mud with this alligator in my arms...' 
then that means something because they've done it. or my 
German professor was telling me that when they escaped 
and crossed the wall to get from the oppressed Germany 
to oome to Canada where her father had been held as a 
prisoner of war and loved it so much while he was in 
prison that he decided to come back - something like 
that means much nore to me than conjugating a verb or 
something formal that we're supposed to be learning. You 
can learn what's being done in the text on your own. 
What the professor can offer you outside of that, to ma, 
that's what lecturer are for... I find that profarsors 
who have done research are much more comfortable when 
they've done it themselves and when they're offering 
material that they know. They're much more realistic 
too. When you bit down and you read something from a 
textbook, you're getting the ultimate example that 
almost never happens. That's inaccurate. I think 
learning is much more accurate when it's done from 
someone who has done the work themselves and who can say 
'this is the way it's supposed to happen. This is the 
way that I did it because it couldn't be done the other 
way.' Every situation is different. The textbooks we get 
are not Eastern North American textbooks. They are 
global texts. You get people irho have done all their 
research in Africa saying that observation shouldn't be 
made when it's foggy because you can't be sure of what 
You're seeing. When is it ever not foggy at Cape St. 
Mary's when people are doing a different type of 
research on a different type of animal? There has to be 
some influence of realism in the work and you can't get 
that from the book. You're getting realism that applies 
somewhere e l s e  b u t  you ' r e  no t  ge t t ing  it its it a p p l i e s  
t o  you s p e c i f i c a l l y  i n  your f i e l d .  I th ink  t h a t ' s  
probably one of t h e  more important th ings  t h a t  a 
professor can do is s h a r e  th ings  with you t h a t  you have 
learned - th ings  t h a t  are n o t  in t h e  book. 
Second, p ro fessors  are expected t o  award g rades  i n  a 
f l . i r  and equ i t ab le  manner s o  t h a t  grades r e f l e c t  t h e  amount 
and t h e  q u a l i t y  of work performed i n  the  course. For sc ience  
s t u d e n t s  e spec ia l ly ,  t h e  g rades  awarded f o r  time-consuming 
and d i f f i c u l t  l a b  work were perceived as dispropor t iona te  t o  
t h e  amount of e f f o r t  t h a t  it took s tuden t s  t o  complete it. 
The t ime and e f f o r t  it took t o  complete t h i s  work c u t  i n t o  
t h e  t ime t h a t  sou ld  have been spen t  on regu la r  course work 
whish was worth more i n  percrrntage point*. 
A l o t  of t imes ,  p ropor t iona te ly ,  t h e  narks are not i n  
sync with t h e  w o r k  There  a r e  a l o t  of courses  t h a t  you 
do t h a t  have a l a b  component worth 10 o r  20 marKs and 
you ' re  spending 20 hours  a week t o  w r i t e  them up. 
There 's  a few of those  I 've  gone through. You q e t  l i t t l e  
reward o u t  of it. There ' s  a course I 'm  do ing  now, 
t h e r e ' s  two major term papers.  One is a p resen ta t ion  and 
they  want p ro fess iona l  q u a l i t y  s t u f f  but  i t ' s  n o t  t h e r e  
i n  t h e  marking scheme. They ' re  only worth 1 0  marks each.  
I t h i n k  t h a t ' a  o u t  t o  lunch. 
A number Of 6tlldent8 commented on the  'grading s t r a t e g i e s '  
u s e d  by some f a c u l t y  msmbars. According t o  these  s t u d e n t s ,  
g r a d e s  are not on ly  used as a means f o r  eva lua t ion  b u t  they  
a l s o  seem t o  be ins t rumenta l  fo r  b r ib ing  s tuden t s  t o  a t t e n d  
01e.88 and t o  mask teaching incompetence. 
I f i n d  t h a t  a l o t  of p r o f s  who are incompetent  won't 
g ive  any bad marks. They're a l l  a t  l e a s t  65 pe rcen t  and 
abava. That ' s  e x a c t l y  what happened i n  one of my 
c l a s s e s .  People ware handing i n  t h e i r  papers two weeks 
l a t e  and t h e r e  was supposed t o  be Five pe rcen t  
[deducted] each day and they were g e t t i n g  65'9.  I ' m  sure 
t h i s  i s  s o  t h a t  nobody goes t o  complain about then. I 
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come across with much understanding o r  compassion about 
where you s i t .  I  l i k e  someone who is understanding - 
b a s i c a l l y  someone who is easy t o  t a l k  t o  [and] not 
someone who is up o n  a p e d e s t a l  l ike  some p r o f s  want t o  
b e  - Doctor t h i s ,  Dootor tha t .  
I d o n ' t  e roac t  t h e  nrof t o  be your buddv b u t  I do exoec t  
I a lvsvs  f i n d  Ula t  the p ro fessors  t h a t  make s t u d e n t s  
f e s l  c6mfortable a r e  the bnaa t h a t  a r e  bas ica l ly  people 
pe r sons .  The p ro fassor  should b e  someone t h a t  can speak 
t o  vou. If vou anoroach him ou t s ide  of c l a s s .  h e  wi l l  
r en imber  y o i r  na6 i  or a t  l e a s t  ynur face to say he l lo .  
These are t h e  kinds of p r o f e s s o r s  who a c t u a l l y  make t h e  
s t u d e n t s  f e e l  comfortable p resen t ing  an idea.  Some 
professors  d o n ' t  respond well o r  they  d o n ' t  r e l a t e  t o  
people wall. Tney seem t o  be more a t  home with t h e i r  
books o r  wi th  t h e i r  t e x t s  t h a n  they  do with people 
themselves. Academics t h e y  osn handle.  Writ ing t h e y  can 
handle.  But when you ' re  t a l k i n g  with them, well ,  w e ' l l  
s e e .  
F i f t y  one pe rcen t  of t h e  respondents who pa r t io ipa ted  i n  t h e  
study have s tuden t  l o a n s  e i t h e r  from cur ren t  or from pas t  
semesters. The loans  are r a t e d  as h a r d  t o  g e t  by 1 4  percen t .  
The c r i t e r i a  u s s ~  t c  assess f inano ie l  need were questioned 
fo r  t w o  groups of s t u d e n t s  i n  p a r t i c u l a r :  dependent s t u d e n t s  
who h a d  t o  r e l y  o n  a g r e a t e r  l ave1  o f  pa ren ta l  con t r ibu t ion  
and mature s tuden t s  who were i n e l i g i b l e  i n  many c a s e s  for  
f i n a n c i a l  assistance from t h e  government.' 
' A 'dependent s t u d e n t '  under  t h e  Canada Student Loans Act 
is defined a s  a e tuden t  who has  been out o f  high sohool 
f o r  l e s s  than four years. 
I t ' s  damn hard t o  g e t  a loan.  I t ' s  r id iou lous .  The o n l y  
t ime I  g o t  it i s  beoauee I ' v e  bean out of h igh  rohool 
f o r  four years.  Tha t ' s  why t h e y  gave it t o  me. I app l i ed  
a l l  the  time. I app l i ed  the  f i r s t  year I was here.  The 
f i r s t  year I applied I g o t  $600 f o r  t h e  year so it would 
be $300 f o r  t h e  f i r s t  semester ,  $300 f o r  t h e  second 
semester  and no g ran t .  They're t h e  ones I war denied.  
And I appealed it. And I j u s t  got nothing.  They s a i d  my 
dad lnakes too much money. The t roub le  - it was amazing. 
I guess they  go by t h e i r  l i t t l e  graphs and s t u f f  bu t  we 
d i d n ' t  f i t  in. We are a smal l  family and my dad has two 
k ids .  I know t h e r e ' s  a l o t  o f  p ressure  on my dad. H e  
wanted t o  be ab le  t o  suppor t  me through un ive rs i ty  b u t  
he j u s t  couldn' t .  Really,  i t ' s  d i shea r ten ing  t o  my 
f a t h e r  nore than any of us. 
I f  t h e  government wants mature s tuden t s  t o  come back and  
g e t  a n  education t h e y ' r e  go ing  t o  have t o  f i n d  some way 
of funding them. I don ' t  q u a l i f y  f o r  anything and t h a t ' s  
r e a l l y  a shame. I r e a l l y  t h i n k  t h a t  i s  unfa i r .  I c a n ' t  
q u a l i f y  f o r  student loans,  u n e m p l o ~ e n t i n s u r a n c e ,  s t u f f  
l i k e  tha t .  You know i f  your spouse makes over w amount 
of d o l l a r s  YOU d o n ' t  q u a l i f y  f o r  anything.  I f  they  want 
people t o  coma back and go i n t o  un ive r s i ty  then  why 
a r e n ' t  t h e s e  people t h e  same as people who g o  t o  t r a d e s  
School and Spend 40 hours a week o u t  t h e r e  and g e t  a 
Couple of hundred bucks a week o r  even $50 a week. I 
r e a l l y  t h i n k  it might t u r n  a l o t  o f  people from coming 
i n t o  un ive r s i ty .  
Loans are seen t o  be i n s u f f i c i e n t  t o  meet f i n a n c i a l  needs by  
62 p e r c e n t  of our respondents.  S tuden t s  t r y i n g  t o  f i n a n c e  
t h e i r  aduoation amidst r i s i n g  t u i t i o n  f e e s  and a genera l  r i s e  
i n  t h e  c o s t  of l iv ing  f ind  t h a t  loans are not adequately 
indexed. The following coments  se rve  t o  i l l u s t r a t e  t h i s  
point .  
I ' v e  always had a loan and s g r a n t  s i n c e  I ' ve  been going 
[ t o  u n i v e r s i t y ] .  And t h e  t u i t i o n  inc reases  and t h e  
res idence  inc reases  and book inc reases  and everything 
e l s e .  It's g e t t i n g  t o  t h e  p o i n t  where it doesn ' t  even 
cover t h e  c o s t  t h a t  I have l e t  alone spending money f o r  
t h e  term. 1-m 23 years o ld .  I d o n ' t  want t o  be dapendent 
on my paren t s  now. I need t h e  money. I know my p a r e n t s  
understand and 1 %  i n  school and I c a n ' t  a f fo rd  t h e s e  
t h i n g s  but  it's s t i l l . . . i t q s  been t h a t  way s ince  I war 
born. You g e t  t o  t h i s  po in t  where you jus t  don ' t  want t o  
t a k e  any more. It's r e a l l y  d i f f i o u l t .  
I met t h e  t o o  loan but t u i t i o n  has eons UD so much and 
th; loans  h a j e n a t  r e a l l y  i n c r e a s e d -  ~ t ' s ' s t r a n g e .  I ' m  
g e t t i n g  t h e  same loan now t h a t  I g a t  i n  my f i r s t  year at 
MUN and my expenses have inc reased  a l o t  but  my l o a n  
h a s n ' t .  
For s t u d e n t s  who f ind  t h a t  t h e i r  loans  are not adequate t o  
f inance t h e i r  education and bas ic  l i v i n g  expensee. f i n a n c i a l  
a s s i s t a n c e  from family members and  o t h e r  sources is o f t e n  
needed. For  severa l  s tudan t s  i n  o u r  sample, having t o  r each  
out t o  p a r e n t s  and o t h e r  family members dur ing  lean p e r i o d s  
war ve ry  s t r e s s f u l .  Th i s  s tudan t ' s  c o m e n t s  i l l u s t r a t e s  i n  a 
dramatic way t h e  s t r e s s  some s t u d e n t s  must d e a l  with i n  
a t t empt ing  t o  make ends maet. 
The major s t r e s s  o f  u n i v e r s i t y  is money - bigger t h a n  
any th ing  else. I g e t  a f u l l  loan.  I d i d n ' t  in t h e  p a s t  
bu t  I do now. I t a s  so bad and i t ' s  ve ry ,  very s t r e s s f u l .  
At o n e  po in t  i n  t ime,  I though t  I had t o  d m p  ou t  o f  
u n i v e r s i t y  because I  had n o  money. The government 
wouldn' t  g i v e  me any money and I appealed it many t i n e s  
and they  wouldn't g ive  me a c a n t .  And my f a t h e r  is v e r y  
ill and  a l o t  of h i s  money g o e s  towards medical expenses 
and h e  had no money. I  c o u l d n ' t  approach him f o r  money 
anyway because my paren t s  had f i n a n c i a l  problems as it 
was. My p a r e n t s  have always been i n  a hard f i n a n c i a l  
s t a t e  50 t h e  thought of even having t o  go t o  then  and 
asking them f o r  money when they  have no money 
themselves.. . I would ra the r  s t a r v e  than ask them f o r  
looney becausa they would s e l l  eve ry th ing  they've g o t  and 
give me a l l  the money t h a t  they  had t o  keep me i n  
un ive r s i ty .  That 's  vhat t h e y ' r e  l i k e .  
One inc iden t  i n  p a r t i c u l a r  was so s t r e s s f u l .  I 
c r i ed  t h e  whole senes ta r  it was so bad. I never had a 
s t a i n  o f  money. I navar went o u t s i d e  t h e  door and my 
s o c i a l  l i f e  i s  very important t o  me besause I t h i n k  t h a t  
YOU have  t o  have a balance o f  s o c i a l  a c t i v i t i e s  and 
work. And I war j u s t  s tuck  i n  t h e  house t h e  whole time 
and t h a t  was s t r e s s f u l  because I d i d n ' t  g e t  ou t  and you 
know you have t o  have money t o  g e t  o u t .  I  cou ldn ' t  g e t  
ou t  a n d  I had no money and I was j u s t  broke, hroke, 
broke. Not a s t a i n .  For t h e  whole term, I  was s t rugg l ing  
through ea t ing  f lour ,  water, eggs .  The money s i t u a t i o n  
WBS 80 bad t h a t  a couple OF us who vere l iv ing  together,  
we d i d n ' t  have enough money t o  buy food and a l l  we had 
was f l o u r  i n  the house - f l o u r  and macaroni. I had t o  
c a l l  my parents t o  ask them f o r  money. I had t o .  They 
c r i ed  on  t h e  phone. They had no money t o  send ns. They 
had t o  go o u t  and t ake  out  a n  $800 loan t o  p u t  m e  
through. And it broke my hear t .  I d i d n ' t  know vha t  t o  
do. I t  was more of a s t r e s s  f o r  me because I had t o  t ake  
it from them. I t ' s  very hard e s p e c i a l l y  when you don ' t  
want t o  be aaking your p a r e n t s  For money. You're 2 2  
years o ld .  YOU should be your own burden. You shou ldn ' t  
be throwing your f i n a n c i a l  problems on youe parents.  
They've go t  t h e i r  own problems. I'm an a d u l t  now. I 
should have t o  pay f o r  my own way. 
The inadequacy of s tuden t  loans wan a l s o  h igh l igh ted  i n  
severa l  Cases  where s tudan t s  had t o  s e e k  o u t  add i t iona l  
sources of income and t a k e  o the r  measures in o rde r  t o  meet 
t h e i r  F inanc ia l  needs. These s t u d e n t s  admitted t h a t  t h e i r  
s tuden t  loans vere  only adequate as long  as they worked part-  
t ime,  aacoepted f i n a n c i a l  a s s i s t a n c e  From o the rs  ( i . e .  FrDm 
paren t s  as i n  t h e  case above o r  from o t h e r  Family members, 
r e l a t ives ,  f r i e n d s ,  spouses and common-law spouses e t s ) ,  o r  
gave false information on t h e i r  a p p l i c a t i o n s  foe  s tuden t  
loans.  
I q u i t  smoking s i x  o r  seven months ago so t h a t ' s  one 
expenes t h a t  I no longer have and  I don' t  g o  o u t  tha t  
muoh a n y  more. I had t o  borrow my money fo r  March rent  
80 I owe ny r w m a t e  now when I g o t  my rent  tomorrow. I 
don ' t  l i k e  doino s tu f f  l i k e  t h a t  but when vouare 
depending on s tuden t  loans,  sometim81 you j u s t  h a t e  to. 
The l o a n  pays for my t u i t i o n  and  luck i ly ,  most of my 
books I use mostly jus t  f o r  r e fe rence .  If I bought a l l  
my booke brand new it might c o s t  me about $60 a book. 
But I don ' t  d o  t h a t .  That way it i s  adequate.  I t  leaves 
m a  w i t h  no money though. I f  I wasn ' t  working, I wouldn't 
have a n y  pocket  money. I wouldn' t  be a b l e  t o  use my loan 
as ny r e g u l a r  source t o  go t o  t h a  bank once a week t o  
I'm chea t ing  a l i t e l e  b i t  on my s t u d e n t  loan because I'm 
t e l l i n g  them t h a t  I'm not l i v i n g  a t  home. So for me i t ' s  
doins f i n e  because I ' m  cheating bu t  i f  I wasn't oheating 
it v6u ldn l t  r e a l l y  help enough. 
By g radua t ion ,  of respondents with loans, roughly a 
quar te r  (26 pe rcen t )  e s t ima te  t h a t  t h e y  w i l l  owe i n  excess of 
520,000. o n  the  other end of t h e  s c a l e ,  a q u a r t e r  (26 
percent)  w i l l  owe $10.000 or l e s s .  The remainder, 48 percent 
e s t ima te  t h e i r  d e b t  a t  between $10.001 and $20.000. When 
asked whether t h e i r  d e b t  was a concern,  38 percent o€ our  
respondents admitted t h a t  it was. =he amount t h a t  s tuden t s  
awed and t h e i r  expectat ions abou t  f inding work a f t e r  
graduating from un ivers i ty  were two important  f a c t o r s  
in€ luenc ins  t h e i r  Level of concern. For s tuden t s  who were 
confident a b o u t  t h e i r  f u t u r e s  and t h e i r  a b i l i t y  t o  repay the  
loans,  the  deb t  t h e y  incurred a t  u n i v e r s i t y  was not a major 
concern. 
Sombody p u t  it i n  pe r spec t ive  f o r  m e  once. J u s t  th ink  - 
$20.000. You' l l  spend so many m i l l i o n  t imes more than 
t h a t  d u r i n o  "our l i f e  t ime and I wouldn't make t h a t  kind . .. - - . . . 
of money i? -1iiaK't  spending it on my aducation.  So I 
th ink  t h i s  money is well  spent.  
The loan i s  a n  investment i.: the  f u t u r e .  I t ' s  o a t  l i k e  
you're th rowing  money away. I imagine it w i l l  be small  
payments for a t  l e a s t  20 years.  I remember when I was i n  
high schoo l ,  t h e  t eachers  were still paying off t h e i r  
s tuden t  loans.  To me, these  t eachers  were s t i l l  r e a l l y  
o ld .  NOW I can  understand it. 
For o t h e r  s t u d e n t s ,  however, t h e  prospect  o f  f ac ing  a l a rge  
debt upon completing un ive r s i ty  was a 'ha r sh  r e a l i t y '  as one 
s tuden t  put it. 
I t ' s  g o i n g  t o  be a harsh r e a l i t y  when it h i t s .  You never 
r e a l l y  a p p r e c i a t e  it now. You know you are $19-$20,000 
b u t  it's almost f i c t i t i o u s .  You d o n ' t  r e a l i z e  t h a t  
you're go ing  t o  have t o  s t a r t  paying o u t  $200 or $300 a 
month f o r  Cod knows how many y e a r s  i n  order t o  pay it 
o f f .  I imagine  i t t s  going t o  be  a najor draw on your 
sa la ry .  The degree o f  d i f f i o u l t y  dependa o n  how much 
money you ' re  making. If I end up with a poor wage job 
then  I t ' s  goinq to  b e  a b i g  d i f f i c u l t y .  I ' n  jus t  going 
t o  have t o  d e a l  with it when it happens I guess. 
The debt does bother me. My husband and I are coming ou t  
and it must be  above $50,000 now. s o  when you leave,  you 
have t h i s  l i t t l e  p iece  of paper s a y i n g  'okay, you're a 
t eacher  or you ' re  a pharmacist, o r  whatever. Then you 
need a new car, a house, plus y o u  have  your loans  t o  
repay.  I t ' s  going t o  t ake  you t h e  n e x t  t e n ,  f i f t e e n  
yea r s  j u s t  t r y i n g  t o  get  over t h e  l a s t  f ive  which i s  a 
l o t .  
I worry ve ry  much, ve ry  much... You h e a r  so much about 
no  work and s t u f f  l i k e  t h i s  t h a t  you ' r e  th ink ing  God, 
you're go ing  t o  have a l l  t h i s  loan. I t r y  t o  r a t i o n a l i z e  
and ray .well ,  maybe it w i l l  he the  same as a r e a l l y  
n i c e  car  o r  something but I jus t  won't have t h e  car t o  
show for it. ' And you sea so many p e o p l e  g e t t i n g  o u t  and 
t h e y  d o n s t  have work in t h e  f i r s t  s i x  months and they 
have  the c o l l e c t i o n  agenc ies  a f t e r  them t r y i n g  t o  pay it 
back. 
s t u d e n t s  must weigh these  va r ious  r a c t o r a  - the amount of 
money they  owe on s tuden t  loans,  the  l i k e l i h o o d  of g e t t i n g  a 
job,  and how much money t h e y  can expec t  t o  e a r n  i n  a new job 
- in s o r t i ; ~  o u t  t h e i r  f e e l i n g s  about t h e  d o l l a r s  and c e n t s  
imsues of a t t e n d i n g  universi ty.  This last quote is perhaps 
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ind ica t ive  of many of t h e  concerns t h a t  un ive r s i ty  s tuden t s  
f ace  a f t e r  spend ing  much t ime, e f f o r t  and aonoy on a n  
education t h a t  o f f e r s  no sure guaran tees  in today's  world. 
when I  f i r s t  came i n  here I war g e t t i n g  a student loan 
and I van going into debt.  That was a new concept l o r  me 
because I've never been i n  debt be fo re .  At f i r s t ,  it was 
s t r e s s f u l  becausa I wasn't f a m i l i a r  with tha t  and I had 
no t  had d e b t s .  Well, I  never had money. But then t o  be 
i n  a p o s i t i o n  where I had l e s s  t h a n  money - $s,aoo l e e s  
becaura I owe someone. Now I  owe someone $13,000.  But 
r've stopped being concerned by t h a t . .  . Last  yea r ,  I s a t  
i n  my room and decided ... wel l ,  what are they going t o  do 
. .  c o n f i s c a t e  me? I don ' t  owe any th ing .  What can they 
poss ib ly  d o  t o  me? They could t a k e  back my books bu t  my 
books went on s a l e  f o r  51 each a f t e r  I pa id  560 for then  
a year o r  two before. I d o n ' t  have anything f o r  then t o  
t ake .  I 'm g e t t i n g  a good education.  I'm qua l i f i ed  t o  do 
what I s a y  I  can do and I 'm conf iden t  t h a t  I 'm going t a  
g e t  a job. I E  I don ' t  ge t  a job, I ' 11 do something e l s e .  
I can work i n  a supermarket i f  anything and pay 
something on t h e  loans.  The system i s  tough enough as i t  
is. I r e f u s e  t o  be worried about t h e  money. I f  they ' r e  
going t o  g ive  it t o  me then f ine .  I t ' s  t h e i r  problem. I  
need it. 1'. glad t o  have it a n d  I ' l l  do everything 
within my power t o  pay it back. I ' m  ready t o  work and 
1'. w i l l i n g  t o  work and I'm q u a l i f i e d  t o  work. But i f  
t h e  system t h a t  they've s e n t  roe th rough  and t h e  system 
they ' r e  send ing  me i n t o  won't a l l o w  m e  t o  do t h a t  then 
I ' m  s o r r y .  Tha t ' s  n o t  my problem. 
ConclaaBenr 
The in te rv iew d a t a  i n d i c a t e  t h a t  s t u d e n t s  a t  HUN enjoy t h e i r  
oppor tun i t i e s  t o  l ea rn ,  t o  engage i n  the  s o c i a l  l i f e  on 
campus, t o  aocomplimh t h e i r  goa l s ,  t o  f r e e l y  choose what they 
want t o  study and who they  want t o  s t u d y  wi th ,  and t o  look 
forward t o  t h e  f r u i t s  of a rewarding c a r e e r .  However, t h e i r  
comments a l s o  r e f l e c t  t h e  f a s t  t h a t  nemouial Universi ty does 
n o t  make it e a s y  f o r  a l l  s tuden t s  t o  e n j o y  t h e s e  b e n e f i t s  and 
rewards. For a s izeab le  minori ty of respondents,  the  sheer 
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lack of courses that are  interesting and enjoyable and that 
also meet degree requirenents, the poor quality of teashing 
among nemorialms Faculty and the isolating and alienaxing 
~~nditions of university life are three major problem areas 
that prevent students from adjusting to university life, 
meeting institutional requirements for graduation and 
enjoying a positive learning experience. senior arts and 
science students were nlso dissatisfied with their lack of 
financial support, the difficulty of their academic work, 
clumsy and insensitive bureaucratic and administrative 
procedures, and ovsrcrowded working conditions on campus. 
pinally, bleak career prospects and the sense of personal 
inadequacy that derived from a failure to meet institutional 
standards were also cited as important factors that detracted 
from the overall quality of their experiences as students at 
Memorial. 
In rating their professors' performances, respondents 
judged 29 percent of their professors to be outstanding, 62 
percent as competent and 12 percent as unacceptably poor. The 
majority of professors went out of their way to help students 
(56 percent), put a lot of effort into their teaching (66 
percent), and valued student opinions (53 peecent). On the 
other hand, a minority of professors showed interest in 
students' academic development (49 percent) or provided 
e ~ t e n ~ i ~ ~  feedback on work submitted by students (41 
percent). In addition to these criteria, professors were also 
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expected to be knowledgeable about their subject areas (with 
knowledge gained through personal experiance and research 
valued most), to be fair and equitable in awarding grades, 
and to be personable and approachable when they interact with 
Students. 
The majority of students in our sample has student 
loans. While the majority of respondents find the loans easy 
to get, dependent students who must rely on high levels of 
parental contributions as well as nature students who fail to 
meat the 'needs criteria' defined under the Student Loans Act 
find it difficult to get a laan. Por nost students ( 6 2  
percent), loans era seen to be insufficient tomeet financial 
needs. Students who find the loans to be inadequate might be 
rorced to turn to other sources such as family and frienda, 
work part-time, or cut back on ggenerl living expenses (food, 
clothing, transportation, reoraation, books etc.). Other 
students choose to violate Loans regulations by supplying 
false or misleading information in order to receiva enough 
money. A sizeable minority of students (38 percent) admit 
that their debt is a source of concern when they consider the 
amount of money they owe, their likelihood of getting a job. 
and how much money they anticipate earning in a new job. 
The picture that emerges from the interview data is of 
a student body with high levels of satisfaction despite being 
in a learning environment suffering from the ills of 
overorowding and underfunding. Whan asked whether they were 
matisiied overall with their learning experience at Memorial, 
16 percent of our respondents stated that they were 
dissatisfied, 67 percent were moderately satisfied and 17 
percent vere very satisfied. How might this variation in 
satisfaction levels be explained? 
Based on a comparison of Eases with high levels of 
satisfaction and cases with moderate to low levels oi 
satisfaction, three factors can be identified as affecting 
student satisfaction with the quality of education at 
Memorial: (1) the ability to derine and pursue goals in an 
organizational setting ( 2 )  access to the means or resources 
to accomplish these goals and (3) studentsq peroeptions of 
the link betvaan higher education and their post- 
undergraduate experience. 
settine Goals At Universb 
The survey data suggests that students cone to university for 
a number of different reasons. For most of nun's students (84 
percent), finding challenging, high paying or interesting 
work upon graduation vere the most important reasons for 
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attending university (three separata items). The next most 
important reasons for attending university was getting a good 
general education (81 percent), obtaining a university degree 
(79 percent), developing the ability to thinX for themselves 
(58 percent), and finding out the nature of their interests 
(54 percent). Of lesser importance ware finding out what they 
were good at doing (42 percent) and learning purely far 
learning's sake (41 percent). 
Whatever the reason students might decide to attend 
university, their succece will ultimately depend an their 
abilities to pursue goals in a' organizational setting. In 
this context, all students are subject to certain rules and 
prOEadUles, defined principally by the decision-naling 
authority of faculty and administration, that regulate 
student activities and behaviour and govern their choices. 
Whether students have come to university to cet a good job, 
obtain a degree or whether they have cone with the sole 
intent of learning purely for learning's rake, all students 
are expected to abide by the same institutional norms in the 
pursuit of their goals. All students are expected to declare 
majors in accordance with a standardined set of rules 
outlined in the university cale.,dar; they must take core 
courses wlthin their m l j o r  area of study and satisfy other 
course requirements; they are expactad to abide by a system 
of prerequisites; they must receive passing grades in order 
to stay in university and receive high enough grades to gain 
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access t o  various ins t i tu t ional  privileges (in regis ter ing  
for courses or qualifying for  an  honours degree f o r  example). 
s t r i c t  adherence t o  these ins t i tu t ional  norms w i l l  allow the 
student t o  progress through t h e  system while v io la t ion  of 
these nome may cause the  student t o  spend prolonged periods 
in  par t icular  statuses ( i . e .  t h e  th i rd  year 'general studies'  
student who f a i l s  t o  declare a major) or lead to other 
d i f f i c u l t i e s  1i.c. ' fa i l ing  out '  of university due t o  poor 
grades). 
Students who expressed high levels  of sa t i s fac t ion  ware 
able t o  narrow t h e i r  in terea ts  t o  speci f ic  goals t h a t  could 
be achieved within the ins t i tu t ional  structures described 
above. Furthermore, they were able t o  do t h i s  e a r l y  in t h e i r  
academic careers - soaetimee even before s tar t ing  university, 
but i n  most cases by t h e i r  f i r s t  year o r  early in tu  t h e i r  
second. In  short,  they knew what they wanted from t h e i r  
education and how t o  get it. Given there  advantages, students 
were able systematically t o  design an academic program that  
could aahieve the  personal goals they had s e t  - they had 
narrowed t h e i r  in teres ts  t o  a par t icular  f i e l d  of subjects; 
they had declared a major; they found out which courses they 
had t o  take t o  meet degree requirements; and they became 
quickly acquainted with t h e  modus operandi of the  university. 
students who were able t o  ascomplish these f e a t s  had 
access t o  information about ins t i tu t ional  proaedures, degree 
programs and other pertinent infomation. They were a lso  able 
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t o  C O n 6 ~ l t  o the r  resources t o  h e l p  them fu r the r  de f ine  career 
g o a l s ,  i n t e l l e c t u a l  goa l s  o r  o t h e r  personal  goa l s  t h a t  could 
be  r a a l i e t i c a l l y  achieved i n  t h i s  i n s t i t u t i o n a l  con tex t .  
Highly s a t i s f i e d  s tuden t s  were fo r tuna te  i n  t h e  sense of 
having family,  f r i ends ,  high school t eachers  and e f f e c t i v e  
f i r s t  yea r  f a c u l t y  adv i se r s  who were a b l e  t o  supply t h i s  type 
o f  information.  O r ,  where theee  con tac t s  were no t  able t o  
supply t h e  r i g h t  kind of information,  they were a b l e  t o  refer 
t h e  s tuden t  t o  o t h e r  Bources t h a t  could ( i . e .  a f a c u l t y  
adv i so r  who was n o t  comfortable with career adv i s ing  but 
r e f e r r e d  s s tuden t  t o  t h e  career counse l l ing  cen te r  t o  ob ta in  
more information).  The s t u d e n t  quoted below i s  a case i n  
po in t .  He had decided on a f i rm career goa l  even before  he 
s t a r t e d  un ive r s i ty .  H a  had p r i o r  knowledge a b u t  
i n s t i t u t i o n a l  procedures f o r  deo la r ing  a major and 
r e g i s t e r i n g  f o r  coursae and he had es tab l i shed  a 
comprehensive plan t h a t  would a l low him t o  r e a l i z e  h i s  goa l  
o f  g e t t i n g  an education degree and becoming a t eacher .  
I was motivated i n  t h a t  I knew exac t ly  what I was doing.  
My f i r s t  yea r ,  a l l  my f r i e n d s  oane i n  and t h e  f i r s t  
t h i n g  they  had done was say 'oh, I'm i n  genera l  s t u d i e s .  
see, on my l i t t l e  c a r d  it says  genera l  s t u d i e s . '  I t  was 
nothing t o  me. I had ' a r t a s  on mine. I had a l ready  
dec la red  it coming i n .  I t  was on ly  a matter  of picking 
up t h e  requirements f o r  it. I had decided beforenand 
e x a c t l y  what I was going t o  do. I was f a i r l y  well  
motivated because I knew e x a c t l y  what my endpoint  was 
going t o  be. I'm aiming t o  be a h igh  school ang l i ah  
t eacher .  P a r t  of t h e  reason t h a t  1 came t o  un ive r s i ty  
was because my mother i s  s teacher.  I f  I had cone in 
wi th  no idea I would probably be l o a t .  I have f r i e n d s  
who are he re  four  yea r s  and t h e y ' r e  still changing 
f a o u l t i e s  and t r y i n g  t o  f i g u r e  o u t  v h a t  they ' r e  doing.  
50 i f  YOU know vhat you ' r e  doing when you come i n  and 
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YOU have an endpoint to reach I found that motivated me 
a lot more than if I had no idea what I war doing. 
Students who expressed relatively lower levels of 
satisfaction, however, experienced much greater difficulties 
in defining goals that could be achieved within the 
organizational setting of the university. They had very vague 
notions about what they wanted from their education in teems 
of a career goal or personal or intellectual goals. Many of 
them floundered in the abyss of general studies for years, 
dabbling in a potpourri of courses that later proved 
difficult to transform into a coherently designed degree 
program. They remained undecided about which degree programs 
to pursue -arts or science - or which subjects to declare as 
majors. Instead of pursuing subject areas of interest to 
them, nsny of these students choae soursea they percaivad as 
having greater 'market value'. Students who may have had a 
greater interest and aptitude for arts subjects chose science 
subjects instead or they chose professional schools over 
science faculties because they thought that's where the jobs 
were. Business was chosen over political science, commerce 
over psychology, engineering over r..thematics. There ill- 
fated choices often resulted in a loss of motivation, failed 
courses, wasted tine, enerqy and money and loss of ealf- 
esteem. These students commented on the inadequate advising 
they received at university and their struggle to define 
tangible goals that could be accomplished through the system. 
I remenbar I had at, advisor assigned to me the first day 
I went to PNN and that was it. I remember I went in and 
he said 'so, what do you want to do?' I said 'commerce 
I guess.' He said 'all right. a I think everyone wants to 
do that these days. And that was it. There was a minimal 
amount of guidance. When I first went in I was just 
doing a bunch of courses. I wasn't looking to fill the 
requirements of any certain program. I was just taking 
this, that and the other thing which was my own 
immaturity. But vhen you come in here and you're 17 
years old it's a whole new experience. You have a 
certain lack of focus and need help. 
I found it really frustrating in my first couple of 
years (at university]. I was there two and a half years 
and still undecided on what I was going to do. My 
adviser0 - they were there just to say 'this is a course 
and this is a slot.' That was it. I left one semester 
and went to nursing school but I didn't like that at all 
so I came back aqain in the following semester. I was 
really undecided. It's like I changed my mind every day 
- 1-m going to do this and I a n  going to dq that...In 
high school we didn't have anybody to Eolne xn and talk 
to about stuff. My brother, he's in grade 12 now and 
he's [attended] oarear fairs and all these things. He's 
into math and ha knew what he was going to do from the 
start like bang. It's a big jump from high school to 
unive~sity. It's so different vhen you come in. I think 
it's a new adjustment that you nave to make for 
YOUrSelf. 
~ h e s e  comments underscore enother important point about 
setting goals at university - the fact that goals can ohange 
as students mature and become more cognizant of their own 
abilities, interest- and aptitudes. One respondent, who 
returned to university as a mature student after a 
professional career, described the differences in his 
perceptions about university after returning with more 
realistic expectations about university work and a set oE 
long ten. goals that were more compatible with hie personal 
interests. 
I turned 16 in my first year university and I then went 
straight into medical school after my second year. I 
turned 18 in my first year med school. I think that was 
far too young to be in a professional school. The actual 
undergrad, turning 16 or 17, 1 don't think that's 
necessarily a problem but being barely 18 years old in 
first year ned school was definitely a problem. You're 
far too young. You don't know what you're doing at that 
stage. You could get totally absorbed. You don't really 
have a good perspective on life and what it's all about 
when you're that age in med school. For me, it was very 
det~-imental because I started off submerging myself into 
it and I developed a very patholagical attitude towards 
it so by the end of it I couldn't really stand vhat I 
was doing. So I did medicine because I thought that's 
what I wanted to do. And I was quite interested in 
linguistios and I decided to oome back and do 
linguistics after doing my own reading and stuff. It was 
something I was far more interested in doing and 
pursuing a career in. I declared that as soon as I came 
baok. I didn't come baok and hunt around for courses. I 
knew that when I applied that I was coming in to major 
in linguistics and that was it. 
But going baok and making a conscious decision to 
go back afterwards was completely different. After 
already having one degree and after having been out 
working and making ny own living, to make a conscious 
decision to go back to university again as a more mature 
student, the university experience is totally different. 
You know what you're doing. You know why you're there. 
You've made a choice to be there. You're more committed 
to what you'rs doing. You know vhat studying is all 
about. You know what you want to get out of it so you 
know vhat you've got to put into it. There's that much 
more stid-to-it-ness to actually sit down and study 
stuff. You have to learn but you might not want to. You 
have more of a feeling of freedom in terms of picking 
electives and that type of thing. You have your core 
courses set out for your degree of [you know] what you 
have to have. A11 around it, you have a bit more of an 
idea of how to package yourself in the long-run so that 
you can build a better degree program. It just made all 
the difference in the world. 
P066es~ina the Means to Achieve Goals 
In addition to being able to set or define goals in an 
organizational setting, students must also possess the means 
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or resouroes ta achieve these goals. The fallowing resources 
are indispensable in thia regard: money; the possession of 
institutional rewards (grader and course credits); lay 
refarm1 systems and social pupport networks; and cultural 
capital. 
Money 
All students must pay soma of the costs of attending 
university. They must pay for tuition and books as well as 
general living expenses. students who were dependent on 
student loans as the main source of their income and students 
unable to draw on financial help from family, kin, friends 
and othera were particularly susceptible to money-related 
stress. Finances could be particularly stressful for rural 
students who were not able to live with their parents and had 
to pay the high costs of rent, food, entertainment and other 
expenses. 
Students with adequate financial support, however, 
experienced much less stress in having to meet the coats of 
everyday living expanses as well as the Eosta of tuition 
fees, books and other university axpensee. These students 
tended to come from families whose parents were able to 
provide for their financial needs (parents of high 
socioeconomic status) or they earned enough m m e y  from part- 
time work or from ~ch~larships and other sources of income to 
alleviate the costly burden of attending university. 
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 ha Posseosion of Institutional Rewards 
~emorial's registration system offers a greater degree of 
choice in the selection of courses for students with more 
course credits and higher grade point averages. Based on the 
of courses, the possession of these two 
institutional rewares - grades and course credits - 
determines the packing order for selecting courses at 
registration times.' Students with lower grade point averages 
and fevar course credits ars at a distinct disadvantage when 
it cones to choosing the courses and professors they want. 
Because students with greater institutional rewards have 
riret access to courses at registration times, students who 
possess fewer institutional rewards must settle for the 
courses and professors that higher performing students did 
not want. Inevitably, the consequences of such a merit system 
are poorly designed programs consisting of 'left over 
courses' for students with lover grade point averages and 
fever course credits while more highly revarded students are 
able to design programs more responsive to their needs and 
their goals. 
The reader will be reminded that the lack of couaas - 
particularly core ci required courses - oifered at 
registration times is a sore point for many students. No 
matter how many oours-s are available in any given 
senester, however, the merit rule still applies where 
oourse crad~tb and w a d e  m i n t  averaqes determines who 
gets first choice o i  couries.  
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cay nafernl system. an4 social support Network. 
llhile it is important foe students to obtain advice about 
careers, degree programs and other information in order to 
define their goals in an institutional context (1.e. in 
choosing a degree program, declaring a major and selecting 
coursesthat would fulfil degree requirements), it is equally 
important for them to have continued access to lay referral 
systems and othar networks of social support throughout their 
academic careers. Answers to questions such as vhat is the 
course content like in this particular course, vhat are the 
methods of evaluation, is the course relevant to a particular 
career, is the professor a .fairo marker, what does the 
professor look for in a term paper or a project, is the 
professor interesting or dull - all provide important 
consumer information about courses and the profereors 
teaching them. While some of this information may be obtained 
through the official mediums of the faculty advising system, 
counselling centern, the university calendar and so forth, 
much of it must be obtained from other sources. Lay referral 
systems, the informal network of students, family, friends 
and in some cases, faculty members, are best situated to 
this sort of information. Por example, if a etudent 
wants to 'suss outo whether prof. X is worth taking a course 
from or whether she is s fair marker, he ie much more liksly 
to seek out leads, evaluation and advice from a fellow 
student or other more intimate relation than he is from a 
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faculty adviser with whom he has had limited contact or from 
university public~tions whioh do not offer evaluations of 
institutional services. Unfortunately, students who find 
thenrelvas out off from lay referral systems often find 
themselves at the mercy of these 0C:isie.l infomation sources 
that do not always present accurate information - at least 
from the consumer's point of view. 
There waa one course that I shouldn't have taken. The 
covrsa description [in the university calennarl war 
beautiful. I thought it was going to be the greatest 
course that I ever did in my life. The prof war boring 
as hell. He talked about one sposioa of animal. It was 
called applied animal biology but at the end of the 
semester w e  had renamed it 'applied codfish biology' 
because all the man talked . h u t  was codfish. It didn't 
matter ir it was freshwater ecology or saltwater 
ecology. He'd always get beck to codfish bafora the 
lecture was over. It was baffling and really scary. If 
I had my time back, I would have dons anything other 
than that course. It was a useless credit. It was a 
waste of $175. The only thing I was grateful for was 
that ha didn't prescribe a textbook. If I had. I night 
have learned something f m m  it. 
Undergraduates who have easy assess to lay referral 
systems are much better situated to achieve their goals than 
those who find themselves isolated from other students, 
faculty and other contacts who are familiar with the 'ins and 
outs' of the university system. They have more 'inside 
infornetion' with which to make informed consumer choices 
about courses and professors and they can receive assistance 
in dealing with the bureaucracy and meeting institutional 
requirements so that goals can be achieved. But more than 
that, students who have a close network of family and friends 
around them are able to benefit from encouragement and advice 
when they face difficulties in their academic careers or 
personal lives nr even when they need extra money to help 
them out of dire financial straits. These students describe 
the kind of assistance these networks can provide. 
I haven't really gone to my professors to get a lot of 
advice. nost of my advising has been fro. my parents. 
Both my parents being university graduates - I've found 
they've helped ne a lot. I find that they're really 
open. They listen to me and try to encourage me based on 
what I've said. 
My uncle is paying $100 towards my rent. Rant is 
absolutely essential. If he wasn't doing that I'd have 
to get some more hours in working. I'd have to lnove to 
another place to get hours. It's a;aolutely essential. 
My rent is $187. I'm sharing a house with three other 
people. But right now, my uncle and my grandmother ars 
the only ones contributing to my finances. It's 
absolutely essential that I have that and l'a so glad 
that they're doing that. My uncle thinks it's wonderful 
that I'm in university. He's got a grade 8 education. 
He's the one paying my rent and he really wants me to 
get a degree. He wants it as much as I do I think. But 
if I quit today, it would be no problem. There would be 
no baoklash from anybody and I know that. I know my 
family wouldn't say 'what are you doing that for?' 
They're not going to say 'c'mon, get your aas in gear 
and do it!' They're really supportive - especially ny 
uncle because he really values an education beoause he 
didn't obtain one. 
C"ltYZ.1 capit.1 
A well known study by French sociologists Pierre Bourdieu and 
~ean-clauda Passeron (1977) suggeststhat educational systems 
do not promote social nobility but invariably favour 
advanoenent and SUESBSS for upper and middle class children. 
To explain their findings that the sons of high-status French 
managers were 80 times more likely to go to a university than 
were the sons of farm workers, Bourdieu and Panaeron advanced 
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what they ca l l ed  a ' c u l t u r a l  c a p i t a l '  argument. Thin argument 
suggests t h a t  t h e  d i f fe rences  i n  success p a t t e r n s  cannot be 
i n  t e m s  o f  inborn d i f f e r e n c e s  i n  t a l e n t  o r  
i n t e l l i g e n c e  but only i n  t e r n s  of t h e  c u l t u r a l  c a p i t a l  t h a t  
youths acqu i re  from t h e i r  f ami l i e s .  This ' c a p i t a l '  include- 
ve rba l  a b i l i t y ,  w r i t i n g  s k i l l s .  knowledge about 'high 
c ~ l t u r e , ~  and information about t h e  school system i t s e l f .  
while t o  some e x t e n t  t h i s  c a p i t a l  is a v a i l a b l e  t o  everyone 
through l i b r a r i e s ,  museuns, t h e a t r e ,  and books, Bourdieu and 
passeren maintain t h a t  only t h o s e  fami l i e s  w i t h  t h e  r i g h t  
~ u l t u r a l  backgeound w i l l  enoouraga t h e i r  k i d s  t o  t ake  
i n t e r e s t  i n  such a c t i v i t i e s  and p u r s u i t s  i n  t h e  f i r s t  place.  
Not only t h a t ,  but upper and middle c l a s s  f a m i l i e s  =an also 
a f f o r d  t o  engage i n  such a c t i v i t i e s  (many of which do r e q u i r e  
fees) and they  can send t h e i r  k i d s  t o  b e t t e r  schoo l s .  The end 
r e s u l t ,  according t o  dourdieu and Passeron, is t h a t  upper and 
middle c l a s s  k ids  are o e t t e r  equipped t o  compete f o r  high 
narks i n  school thus  enabling them t o  win p o s i t i o n s  of h igher  
p res t ige ,  wealth and power i n  soc ie ty .  
The c u l t u r a l  c a p i t a l  t h e s i s  is v a l i d a t e d  Uy t h e  
experiences o f  a number of s t u d e n t s  i n  our s tudy .  S tuden t s  
whose pa ren t s  had h igher  l e v e l s  o f  sd, lcation and  a h igher  
socioeconomic s t a t u s  r epor ted  being b e t t e r  p repared  f o r  
u n i v e r s i t y  l e v e l  work on a number of dimensions.  They had 
been encourages t o  r ead  books from an e a r l y  age, t o  use 
grammatically c o r r e c t  language i n  oonvareation (or ' s t andard  
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English'), and motivated to learn new thlngs. For such 
students, higher education was a mere continuation of a 
learning process that began even before they were enroled in 
the schooling system. Not only were there students often more 
motivated to learn, but they were also able to afford many of 
the activities and past-times that contributed to their 
social and intellectual development (attending concerts, the 
ballet, purchasing books, travelling, etc.). 
Students from lower class families, on the other hand, 
more often lacked the cultural capital that would ease their 
entry to university. lor these students, reading was more of 
a chore than . pleasing pastime; learning an act of 
compli.=nce that satisfied the minimal demands of teachers. 
Placed in a learning environment that demanded much higher 
levels of individnal responsibility to learn and acquire new 
skills and knowledge, nuany of these students found themselves 
at a great disadvantage when they entered university. Because 
these students were poorer, they were often not able to 
participate in 'high culture' activities that cost a 
considerable amcunt of money. The result was a widening gap 
in performanse between the more sophisticated students from 
upper and middle class families and those with lesser 
cultural capital. 
Hiqher Education and Por t  Univers i tv  E x ~ e r i e n c e s  
A t h i r d  f a c t o r  t h a t  appears t o  a f f e c t  s a t i s f a c t i o n  l e v e l s  
invo lves  8 tuden t s8  pe rcep t ions  of t h e  l i n k  between h igher  
education and t h e i r  p o s t  undergraduate experience.  Ref lec t ing  
back an four or more yaars a t  Memorial, s tuden t s  must weigh 
t h e  costa and benef i t s  of a t t end ing  un ive rs i ty .  They must ask 
themselves whether t h e i r  un ive r s i ty  t r a i n i n g  has  helped then 
t o  achieve t h e i r  goa l s  and whether or not t h e s e  goa l s ,  once 
achieved,  w i l l  be use fu l  o r  r e l e v a n t  t o  them i n  t h e  world 
beyond t h e i r  undergraduate yaa r s .  
~ i g h l y  s a t i s f i e d  s t u d e n t s  expressed g r e a t e r  confidence 
t h a t  what they had learned a t  un ive r s i ty  would be u s e f u l  and 
r e l e v a n t  t o  rhen in t h e i r  p o s t  undergraduate experiences.  For 
them, u n i v e r s i t y  war no was te  of t ime and t h e  money and 
energy they  had invested i n  obtaining t h e i r  g o a l s  were 
worthwhile i n  t a m s  of preparing them f o r  s f u t u r e  oareer. o r  
f u r t h e r  s tud ies .  One s tuden t ,  who a t t ached  g r e a t  i n t r i n s i c  
va lue  t o  h i s  goa l  of l ea rn ing  pure ly  f o r  l e e r n i n g ' s  sake 
expressed s a t i s f a c t i o n  with h i s  l ea rn ing  experience even when 
p rospec t ive  employers t o l d  him h i s  education was i r r e l e v a n t  
t o  t h e  p o s i t i o n s  he was seeking.  
I consider my courser t o  be  r e l e v a n t  bu t  t h e  people t h a t  
I t a l k  t o  - the  p o l i c e ,  t h e  a rned  f o r c e s  - s a i d  ' l i s t e n  
man, You're n o t  going t o  use it. I t ' s  j u s t  a 
p r e r e q u i s i t e ,  you know.' And s o  i f  it's going t o  g e t  m e  
i n  t h e  door then I'm w i l l i n g  t o  have it. But hey, 1 %  
enjoying it while I'm doing it so it 's rewarding i n  
i t s e l f .  But I'm t o l d  t h a t  by a l o t  of people - I'm nevee 
going t o  use it. I t ' s  j u s t  t h e  degree t h a t  they  want. 
But l i k e  I sa id ,  I'm s a t i s f i e d  with my educa t ion .  
Students who expressed law levels of satisfaction, an 
the other hand, vere more likely to express concerns about 
the relevance of their education to future careers, further 
studies and other. personal endeavours. They saw fewer links 
between whet they had accomplished at university and what 
they anticipated doing upon graduation. students who lacked 
the resources or means to design academic programs that 
conformed to their personal interests or career plans vere 
particularly dissatisried in this regard (this included 
students who lacked grades and course credits as well as 
enough infometion on which to make informed shoisaa) . The 
most cornon complaints centered around the irrelevance of 
higher education to everyday life and the lack of marketable 
skills taught in students' respective disciplines. 
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A number of respondents begrudgingly commented on the fact 
that r.u,l 's professional schools took better care of their 
students in tams of supplying valuable work experience 
compared to the faculties of arts and sciences. Co-op 
program, professional work terms and similar programs that 
enabled students to apply the skills and knowledge they had 
learned in the classroom to the marketplace were sorely 
missed by students in those faculties that offered no such 
opportunities. 
1,. very jealous of business and engineering with their 
work terms. 1 - r n  very jealous of that. I think work terms 
are important bacauaa the people are actually out there 
workina and they do their ProDoeals and have their Field 
work. i think <hat's good.. - 
Another student, who had left a professional school and gone 
into the science faculty, regretted the fact that he could no 
longer participate in such programs. 
when I first cane here I wanted to do geology but I 
decided to do engineering instead. It wasn't to get sway 
from a degree in geology but I figured with that 
engineering degree and with that co-op program 
especially. 1 could go through, not use student loans 
and pretty well have a guaranteed job after I go 
through. I miss that co-op program. That was good. 
For the majority of students who expressed 'moderate 
satisfactiono with the quality of thair education at Memorial 
(67 percent), SBYBIB~ suggestions can be offered to explain 
their assessments. First, many students rationalized that 
Memorial offered a relatively inexpensive alternative in the 
higher education market to the more prestigious universities 
on the mainland and el-lewhere. Foe the majority of students, 
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the prospect of moving to another university vith even higher 
tuition fees and perhaps higher livinq expenses was a strong 
disincentive for abandoning their choice to attand Memorial. 
Second, students were also able to maintain close ties with 
family and friends by remaining within the province to attend 
university. This was especially the case for younqer students 
fresh out of high school who were more likely to resist the 
idea of leaving the comfort and security of home. ~hird, 
given the increasingly intense competition for jabs in s 
recession battered esonomy and the rising demand for a 
credentialed work force, many students appear to have 
reconciled themselves to the fact that their undergraduate 
degrees nay serve only a perfunctory role in admitting them 
to graduate or professional schools or ,  if they are 
fortunate, to an entry level position with a publio or 
private company or firm. Based an this logic, Memorial sesms 
as good a place as any to pursue that first important 
credential. On this point in particular, there appeared to be 
a conscious attempt on tho part of studants to reconcile 
their aspirations with current realities. This finding is 
consistent with the aspirationladjurtnent thesis first 
proposed by Campbell and his researchers at the Univsrolty of 
Michigan (Campbell et al., 1976) and explained here in a 
study 0E life satisfaction by Felt and sinclair (1991: 16). 
There is considerable cvidenae thst individuals attempt 
to reconcile over clme thalr expectations vlth current 
realltle%...The contention is thst asplratron level 
gradually adjusts ro a person's clrcumecances. Such an 
- - 
aspirations and Zitiation closely2in line. 
A 
While it is not possible to assess this thesis in the 
way CanpDell presents it given the limitations of our data, 
a pattarn consistent with the aspiration/adjuntment theory 
does appear in tha way that students come to express 
satisfaction with their university experience under economic 
conditions that they do not expest to improve significantly. 
This 19 especially evident in the way that students assess 
the value of thair undergraduate degrees in the labour market 
many of them are about to enter. Rather than seeing their 
undergraduate training as a sure fire way to interesting, 
high paying or challenging work, many students begin to view 
thair education as a mere stepping stone to further 
educational pursuits or as a minimum requirement necessary to 
get their foot in the door to government jobs or private 
corporations. This realization intensifies as students 
approach the completion of their undergraduate programs and 
look outward to the narrowing opportunity structures 
confronting them. 
You're not going to use much of what you learn anyway. 
You just got a bit of basic, general biology knowledge. 
If you get a plain biology degree or even an honours 
degree you still start from scratch anyway. Personally, 
I don't think it matters anyway because the jobs 
nowadays are so scarce. You're sort of gonna take 
whatever you can get. 
The way I look at IS that a bachelor o f  sclence or your 
first degree l a  just a stepping ,tone. And x f  you want 
C D  do really well you're go~ng to have to do more than 
iust a bachelor deuree. Thla is lust av flrst sten so 
chat I can get into an MBA progrii or Ghatever. ~h'at'r 
basically all it is. 
Conclusions 
In :rrms of overall satiafaction, it would appea. as though 
tho 11a;ority of the senior students in our study have 
reconciled themselvss to a less than Ideal learning 
environment and made the nost of their current situation at 
NUN. The majority of the senior students interviewed stated 
that they were satisfied overall with thair university 
experiences. On the surface, this finding is somewhat 
surprising given thadifficult and stressful conditions under 
which many students work. However, it is clear that students 
adjust their aspirations to suit the narrow opportunity 
structures confronting them. nun students seem to compare 
their undergraduate degrees favourably with degrees acquired 
at other universities on the mainland and elsewhere when they 
consider their chances of finding a job in an intensely 
competitive marketplace 1i.e. ' a  B.A. or a B.sc. is just a 
'stepping stone' anyway'). students are able to arrive at 
high overall satisfaction levels by down-playing negative 
experiences (overcrowding, financial diPficultiee and ao on1 
and highlighting what they perceive to be the positive 
aspects of attending NUN (the faot that MUN is a cheaper 
alternative to mainland universities and that it is close to 
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hone and family]. An alternative explanation is proposed by 
Goma (forthcoming). Gome's theory regarding the relatively 
high satisfaction levels is two dimensional: 1) by 
comparison, high school in so oppressive that anything is 
better and 2) students do not have a 'high quality 
postsecondary educational experience' with which to ooapare 
their current experiences in university. 
when we probe beneath the surface of high overall 
satisfaction levels it is apparent that not all students 
enjoy their sooial and acadslaic experiences at university. 
Resall from our earlier discussion on job satisfaction that 
individuals who belong to an organization through primary 
mediating groups and who are integrated into Its informal 
structures report higher levels of satisfaction than 
individuals who are socially isolated within the 
organization. Individuals who occupy positions at the top of 
the buceauceatic structure also enjoy more autonomy and 
creativity in their work compared to those who work 'in the 
trenches' of the organization. In the case of university 
students. scholars have suggested that satisfaction levels 
are derived from the amount and quality of involvement in the 
academic and soda1 domains of university life. For example, 
students who are aotively involved in extracurricular 
activities, who enjoy interactions with other students and 
with faculty and who are interested in their majors develop 
more positive attitudes about their work and find their 
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university experiences more satisfying and rewarding. 
Conversely, students who are less integrated into the social 
and academic domains of university life - who do not 
participate in campus activities, who are sooially isolated 
from other atudents and faoulty and who are bored with their 
studies, for example - report lover levels of satisfaction. 
Proponents of the social and academic integrationnodal. 
hswever, have not ndequstaly explained the micro-dynamics of 
the il:tegrating processes that produce the outsome of student 
satisfaction. Our data suggests that an important part of the 
integration process involves the pursuit ot  goals in an 
organizational context. students who vere able to define 
their goals early in their academia careers according to 
institutional norms (by declaring a major, meeting 
prerequisites, and fulfillingassdemis requirements) rnported 
that their university experiences were more satisfying 
compaeed to l >ase who were unable to define their goals under 
conditions dictated by univarsityregulations and procedures. 
Satisfied students also possessed the means or resources to 
achieve their goals. They had sufficient monetary support and 
cultural capital, they had access to lay referral systems and 
sooial support networks and they possessad the institutional 
rewards (course credits and grades) that made advancement and 
progression in the organizational setting possible. 
Furthermore, satisfied students were able to exprese greater 
oonfidenoe than disratiefiad students that their education 
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would be more relevant to their experiences beyond the 
undergraduate level. Satisfied students were more confident 
that what they had learned at university would serve them 
well for further academic studies or would make them more 
competitive for an increasingly tight job market. 
Dissatisfied students, on the other hand, were leas 
optimistic that their education and their credentials would 
bear fruit 'on the outside' - that their acquired skills, 
competence and knowledge would enable them to cope with 
everyday life or prepare them for their future careers. 
CmPTER 7 
rmrrrovinq t h e  oua l i tv  of Education a t  urn 
The ~ i r c u m s t a n c e s  t h a t  spawned t h e  c u r r e n t  c r i s i s  facing 
Canadian u n i v e r s i t i e s  can b e  t r aced  back t o  l a rge r  soc ia l  
changes a f f e s t i n g  Canadian eos ie ty  and i n s t i t u t i o n s  of higher 
l ea rn ing  t h a t  began i n  the 1960's. As we have  seen, t h e  b i r t h  
of t h e  baby boomers, a resurgence o f  human c a p i t a l  theory and 
increased concerns f o r  s o c i a l  j u s t i c e  and equa l i ty  a l l  
converged t o  p r e c i p i t a t e  a s h i f t  Prom e l i t e  t o  mass education 
t h a t  a f fec ted  Canada's postsecondary educa t ion  i n s t i t u t i o n s .  
Growth i n  p a r t i c i p a t i o n  r a t e s  expanded t h e s e  numbers even 
more 60 t h a t  s t u d e n t s  with a wider range of a b i l i t y  l c v e l s  
and with more v a r i e d  s o c i a l  backgrounds have  gained access t o  
un ive r s i ty .  
P~li~i~spronotinquccessibilityand maas education were 
n o t ,  however, matched by the f i n a n c i a l  r e souroes  necessary t o  
ensure t h e  high q u a l i t y  of education be l i eved  c h a r e c t e r i s t i c  
of nore e l i t i s t  (and smaller  s c a l e )  approaches. By t h e  
1970'6, government expenditures on h igher  education began t o  
decrease i n  r e a l  terms leaving un ive rs i t i em with a f i s c a l  
c r i s i s  on t h e i r  hands. One of  the  e t f e c t s  of t h i s  c r i s i s  was 
t o  push t h e  a c t i v i t i e s  of admin i s t ra t ion  and budget 
management t o  t h e  fo re f ron t  of i n s t i t u t i o n a l  p r i o r i t i e s .  This 
propelled u n i v e r s i t y  a d d i n i s t r a t o r s  t o  a c e n t r a l  pos i t ion  i n  
t h e  i n s t i t u t i o n a l  dec i s ion  making s t r u c t u r e .  As Newson and 
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Buchbindar po in t  o u t :  "Academic i n s t i t u t i o n s  were Sean t o  be 
cumbersome, i n d e c i s i v e  and unconcerned wi th  f i n a n c i a l  
matters.  The demand was for a p ro fess iona l i zed ,  cen t ra l i zed  
e f f i c i e n t  management. Only such  l eadersh ip  cou ld  s t e e r  tha  
un ive r s i ty th rough  hard timesM (Newson and Buchbinder, 1991: 
91. 
Against the backdrop of these  changes,  we oan b e t t e r  
understand t h e  anornous challenges fao ing  h igher  education 
t d a y  i n  Canada and Newfoundland i n  p a r t i c u l a r .  In  1992. 
Newfoundland is fac ing  one of t h e  most d i f f i s u l t  pe r iods  i n  
i t e  economic h i s t o r y .  With a crumbling f i s h e r y ,  decreased 
government revenues and l a q e  Dudget d e f i c i t s ,  t h e  peovinoe's 
pub l i c  se rv ices  a r e  being sc ru t in ized  f o r  any excess ' f a t t .  
Education, t h e  second most expensive i tem on t h e  province's  
budget next t o  h e a l t h ,  i s  being pared unmercifully i n  an 
at tempt t o  ga in  'more scho la r  f o r  t h e  d o l l a r ,  ' as one former 
education min i s t e r  pu t  it. 
The s i t u a t i o n  a t  MUN is a nicroeosm of these  l a r g e r  
trends.  nlRISs P r e s i d e n t ,  Dr. A r t  May, and t h e  r e s t  of h i s  
administrat ion s t a n d  i n  t h e  unenviable p o s i t i o n  o f  having t o  
d i s t r i b u t e  f i n i t e  rsaourcea i n  responee t o  t h e  competing 
demands of t h e  f a c u l t y  and a8min i s t ra t ion ,  suppor t  workers 
and other personnel,  not  t o  mention s tuden t s .  So f a r ,  f a c u l t y  
salary f reezes ,  s t a f f  r educ t ions ,  t u i t i o n  i n c r e a s e s ,  va r ious  
program c u t s  and o t h e r  r a t i o n a l i z a t i o n  measures have l e f t  no 
group unscathed. 
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To date, one of the most controversial decisions made by 
the administration that affects students center, around its 
new admission policy, which is expected to come into affect 
by Saptsmbee of 1991. The main thrust for this initiative 
=ones from a report by the University Task Force on Admisnion 
polioy. mong other things, tha eaport shows that students 
who enter MIJN with a 60 to 69 per cant average fail more 
E O U ~ S ~ E ,  attend more semesters and are more likely to receive 
a 'conditional' or a 'required to withdraw' statue. The 
authors of the report go on to conclude: 
Theae students meander or muddle throush to less than 
mediocre degreas and then only in very-small numbers. 
  he scarce resources of the university would be more 
used if applied to the madium risk group 
(70 to 79 per cent average in high school), whsre 
improvement is possible, and the low risk group (80-89 
pee cent average) where excellence is possible. (Bennett 
et al. 1992). 
By restricting entry to the institution on the basis of 
prior academic performance, the university hopes to save 
millions of dollars -2d polish its image by providing better 
quality service to a smaller clientele. The savings are 
expected to come "...in the form of real1ocatio.t of resourcsa 
and redvced numbers of sessional instructors.. .1f 75 percent 
of the 'se-,rional' and 'extra' teaching were eliminated, a 
savings of 2 million dollars would acorue, even after the 
loss of income in the form of fees deductedv (1992: 48). The 
report also suggests that On.  ..better students will choose HUN 
if it is more selective because of the prestige aseociated 
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with being accepted to a university that is more diEEicult to 
enter" (1992: 1 2 ) .  
While many administrators and professors nay embrace 
higher admission levels as a means to promote better quality 
at universities, critics have pointed out two major problems 
with this '~01~tion'. First, universities can easily ensure 
high quality outputs simply by raising admission standards. 
Quality of intake obviously impacts upon quality of output 
independent of the quality of the institutional experience 
itself. If we can use an analogy here, a harpital does not 
upgrade the quality of its medical care simply by refusing 
the sickest patients and accepting haalthier ones. By passing 
on tha sane institutional services (teaching, administration, 
student loans, library services st.) to a group of students 
already skilled ~ n d  talented to begin with, the university 
can hardly claim credit for any Pavourable improvement in 
their performances. Ironically, despite Wenorial's apparent 
movement towards a more restrictive admissions policy, the 
President oE the University has gone on record as recognizing 
the inherent contradiction of upgrading quality through 
inputs as opposed to outputs. Responding to the 1991 
Xeolean's ranking issue which gave MUN a relatively low 
rating, Dr. May had this to say in defense of the university: 
"...We ranked lower on issuer vhich were irrelevant or 
inappropriate in our context.. .because ;= ire thi; 
province's only university, we accept all qualiEied 
students. We disagree emphatically with the notion that 
this ranks us 46th in measures of quality of our student 
body.. .Next time look for measures of output rather than 
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input as indicators of the quality of undergraduate 
education." (The Evenina T e l e a .  October 24, 1991: 
P.40) 
The second dilemma is an old one. Limiting accessibility to 
high achievers runs counter to former commitments to social 
justice. Raising entry qualificationswill inevitably further 
limit accese to postsecondary education. Disadvantaged groups 
will be shut out from this important mechanism of upward 
mobility even more than is now the case.   he real challenge 
for NUN, especially as the province's only university, is to 
maintain the socially desirable objective of accessibility 
without sacrificing the quality of education. 
rrnproving tha quality of education at HUN requires that 
changes be made to institutional services rather than the 
students who enter the system. Instead of attempting to 
upgrade the quality of students by raising admission 
standards, the university should be attempting to upgrade the 
quality of teaching, administration, student loans, library 
resour:er and other institutional services that impact on 
students' intelleotual and personal development. But before 
university policy makers are able to make constructive 
changes to current university structures and processes they 
must first have a more accurate picture of what it is like to 
be on the receiving end of institutional services. Applied 
sociological research which clearly outlines what satisfies 
and dissatisfies students as clients of the university system 

169 
It has baen suggested that satisfaotion levels and 
perceptions might be affected by students' abilities to 
pursue goals in an organizational setting. of course, 
students are ultimately responsible for such t x k s  as 
choosingtheir major(s), selecting courses and meeting all of 
the institutional requirements for graduation. However, not 
all students are equally peepared to acoonplish these goals. 
some have access to the necessary resources - money, cultural 
capital, institutional rewards, and social support networks 
and lay referral systems - that afford then a better chance 
of graduating from university and acquiring a credential. But 
these are not the only oonditions that affect sati~faction 
levels. student satisfaotion must be situated in an even 
broader sooial context which taker into account the 
structural changes in our economy and in our institutions of 
higher learning. In this regard, we nust take into account 
the fast that the supply of jobs in modern bureaucracies 
(what Collins [I9791 calls 'sinecures') and other sectors of 
the economy has not kept pace vith the growing number of 
credentialed workers in the past decade or SO. In 
Newfoundland, this ir especially the case vith more and more 
degree holders competing for fever jobs in our reaeeeion 
battered economy. 
what has been the impact of these changes on the way 
that students perceive the quality of their education? It is 
not within the scope of this study to offer any definitive 
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answer t o  t h i s  question but some suggestions o r  p o s t u l a t e s  
can be offered.  Given t h e  cur ren t  r e a l i t i e s  of h igh  
unemployment (and espec ia l ly  unemployment i n  middle c l a s s  
occupations) among newly c reden t i a led  cohor t s ,  we can 
reasonably expect  t h a t  s tuden t s  w i l l  eaperisnce hone degree  
of anx ie ty  or s t r e s s  about f u t u r e  career prospec t s  e s p e c i a l l y  
as they  near t h e  completion of t h e i r  degrees and p repara  
themselves t o  move out  i n t o  a harsh ' r e a l  world' of l i m i t e d  
oppor tun i t i e s .  Of course, t h e r e  may be a number of d i f f e r e n t  
rerponsss t o  t h e r e  impending cond i t ions  - some s tuden t s  may 
be motivated t o  work harder and l e a r n  more t o  make themselves 
more marxetable f o r  the few openings i n  t h e  l u c r a t i v e  
professions;  o the r s  might r e t r e a t  i n t o  a s tuden t  subcu l tu re  
of f u n  and f r i v o l i t y  i n  order t o  esoape t h e  p ressures  of t h e  
ou t s ide  world; and still o t h e r s  miqht r e s o r t  t o  more 
expedient  measures desiqned t o  g i v e  them high grades and a 
c r e d e n t i a l  via t h e  quickest  and e a s i e s t  r o u t e  poss ib le .  An 
sxample o f  t h e  l a t t e r  response can b e  seen i n  severa l  s t u d i e s  
of academic dishonesty conducted between t h e  1960's  and t h e  
1990's which show a marked inc rease  (from 50 pe rcen t  i n  1964 
t o  upwards oi 80 percent i n  19901 i n  t h e  numbers of 
un ive r s i ty  s tuden t s  who admit  t o  soma form of academic 
dishonesty i n  t h e i r  s tuden t  careers (wne the rp lag i s r i sm,  c r i b  
notes,  tu rn ing  i n  someone e l s e ' s  paper and so f o r t h ) .  Thin 
d i s tu rb ing  t r end  towards dev ian t  behaviour is p a r t l y  a 
consequence of t h e  i n t e n s i f i e d  competi t ion among university 
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s tuden t s  t o r  t h e  g rades  and c r e d e n t i a l s  t h a t  are necessary 
f o r  f u r t h e r  career a d ~ a n s e m s n t . ~  As long as c r e d e n t i a l  
ho lde r s  have an advantage i n  terms of en te r ing  middle c l a e s  
occupations under such r e s t r i c t i v e  economic cond i t ions ,  w e  
i :, reasonably expect  t h a t  these  t r ends  v i l l  continue v i t h  
more and more s t u d e n t s  pursuing b l a t a n t l y  i l l e g i t i m a t e  means 
of ob ta in ing  t h e i r  grades and c r e d e n t i a l s  or  f o r  s tuden t s  to 
pursue o the r  s t r a t e g i e s  t h a t  v i l l  exped i t e  t h e i r  
c e r t i f i c a t i o n  (1.8. by developing what Becker e t  a l .  119681 
= a l l  a 'grade po in t  pe r spec t ive '  and a c t i v e l y  hunting o u t  
easy  course  c r e d i t s  o r  undemanding t eachers  who are Known f o r  
g i v i n g  o u t  easy marks). Given t h i s  p o s s i b i l i t y ,  the  ques t ion  
a r i s e s  whether ' s a t i s f a c t i o n '  wi th  the q u a l i t y  of educa t ion ,  
where s a t i s f a c t i o n  is defined simply as a p leasurab le  
emotional  s t a t e ,  nay i n  f a c t  be a form of  anproval  f o r  a mere 
o e r t i f y i n g  process c a r t i e d  o u t  by t h e  un ive r s i ty .  To pu t  it 
more blun t ly ,  soma s t u d e n t s  nay express s a t i s f a c t i o n  v i t h  
t h e i r  ' l e a r n i n g  experience'  as long  as t h e i r  c r e d e n t i a l s  a r e  
i n  hand and t h e i r  grades are assep tab le .  I t  may n o t  ma t te r  
f o r  some s tuden t s  i f  they  g a i n  a subs tan t ive ,  in-depth 
knowledge of t h e i r  f i e l d  of study or become a more c r i t i c a l  
th inker .  As one s tuden t  i n  our survey p u t  it, "As long as I 
g e t  my 70 ' s  and 7 5 ' s  I'm happy." On t h e  o t h e r  hand, f o r  
' ?or s t u d i e s  of s tuden t  dishonesty in t h e  1960's  see 
sowers (1964). Racenr s t u d i e s  st Rutgers u n i v e r s i t y  have  
es t ima ted  t h a t  8 0  percont of s t u d e n t s  adrplt t o  some for. 
of academls dishonesty ( T h e ~ v o n l n a  Tciearqlp. Octooer 11.  
19911. 
172 
s tuden t s  who place a g rea te r  premium on l ea rn ing  pure ly  f o r  
l ea rn ing ' s  sake, a prapondarance of s l ack  courses and easy 
profassora a t  un ive r s i ty  nay prove t o  be a source of g r e a t  
d i s s a t i s f a c t i o n .  Tha i n t r i n s i c  value of developing 
i n t e l l e o t u a l l y  and personally nay outweigh t h e  e x t r i n s i c  
Value of i n f l a t e d  grades and easy course  c r e d i t s .   or such 
s tuden t s ,  t h e  p u r s u i t  of gradea,  course c r e d i t -  and 
c r e d e n t i a l s  i s  no t  an end i n  i t s e l f .  Rather,  they  provide t h e  
means t o  p rogress  t o  more advanced s t a g e s  of l ea rn ing  i n  t h e  
o rgan iza t iona l  s e t t i n g  of t h e  u n i v e r s i t y .  Th i s  view is 
r e f l e c t e d  i n  t h e  comments of t h i s  s tuden t :  
way, we become more aware of *!.J impl ica t ions  of t a k i n g  
s tuden t  pe r sep t ions  and s a t i s f a c t i o n  r e p o r t s  at face value.  
We are fo rced  t o  i n q u i r e  about t h e  s p e c i f i c  c r i t e r i a  t h a t  
s tuden t s  use t o  eva lua te  courses  and p ro fessors  and t o  
balance s tuden t s '  'consuner. p re fe rences '  (poss ib ly  f o r  ' s l aok  
courses' and easy grades) wi th  other higher  education 
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objectives 1i.e. forteaching courses that are intellectually 
challenging and denanding). 
The value of student prsferences should not, of course, 
be discounted; nor should student ratings be ignored. Rather, 
student parceptions and satisfaction measures about the 
quality of education must be properly understood in the 
context of these larger changes affecting '..e opportunity 
structures confronting students. Clearly, further research is 
warranted in this area to uncover the social conditions and 
c i r ~ u m s t a n ~ e s t h a t p r o d u c e  and affect student preferences and 
;ubjective evaluations. 
HOW, then, can student perceptions and aatisfastiana be 
usad to evaluate various institutional servioes and 
facilities and upgrade 'quality' in higher education? Sell 
(1989) suggests that a diversity of evaluation methods can 
enable institutions to be more responsive to a range of 
problems and clientele. with regard to teaching, for example, 
the use of pear reviews as well as student ratings would 
offer a more balanced and comprehensive for. of evaluation - 
taking into account the personal and professional qualities 
of instructors that may be deemed vary important by students 
(such as availability outside of class, sensitivity, 
'approachability') but under-emphasized or possibly ignored 
by an instructor's peers. Students are beat qualified to 
assess whether the university's services and facilities 
(libraries, student loans services, sdninistration 
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proced~res, counselling centers for example) are adequately 
designed to meet W needs and responsive to types of 
problems and difficultiesthey encounter as direct 'users' of 
the system. 
AS applied sociology, the findings from our research can 
be used to make university policy makers nore aware of the 
problems, frustrations and dilemmas that students experience 
as participants in a complex organization. The findinge can 
also be used to effect certain institutional changer that 
will make the social and aca4emic experiences of 
undergraduates Inore rewarding and satisfying. Fallowing ere 
reoommendations for practice as well aa for theory and 
further research. 
While it is perhaps not surprising that MUN students report 
working and living under a range of pressures and rtrasrec, 
it is nonetheless apparent that some atudents are much better 
equipped than othors to handle the rigors of university life 
and meet with success. For those students who have clearly 
defined goals and the means to pursue these goals, the 
university experience appears to be more satisfying and 
rewarding. Students who lack these advantages, however, may 
find MUN to be an inhospitable place that merely paves the 
road to an equally inhospitable future. 
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Policy initiatives aimed at improving the quality of 
undergraduate edvcation should remain faithful to l I I N 1 s  
commitment to "provide the means whereby the University may 
reach out tr, a11 the people" as outlined in its present 
mission statement (see 'Objectives or the University in 
chapter 3). Clearly, the administrstion'a inclement steps 
towards higher admission standards runs oounter to this 
conunitlaent to universal accessibility and equality. A better 
approach to solvathe problems caused by oversubscription and 
underfunding at MUN is to restructure the institution and its 
services 80 that all students are able to conpete on an equal 
basis for the social and economic rewards that accrue Eron a 
university education. 
MUN obviously faces greater challengesthan institutions 
with s more elitist student body because it accepte both high 
and low performing students. Institutional structures and 
services should be equipped, therefore, to addrees the needs 
of a student body with diverse social and econonis 
baokgrounde. But little has bean done so far to conform 
institutional practices to the needs of a substantial segment 
of students who lack the resources to succeed at university. 
Instead. current institutional practicer reflect a laissez 
raire approach towards sarvi~ing the student: a policy of 
virtual non-involvement. Of course, this problem is not 
unique to Memorial University. The university system in 
general is structured in such a way as to demand that 
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students be responsible (and rightfully so) for de~igning 
their own programs and meeting institutional requirements for 
qra~uation. At the same time, many students are making 
important decisions and ahoices pertaining to their academic 
careers without nuoh support and assistance from faculty, 
administrators and other staff members. The nacessary level 
of individual responsibility, interest and motivation that 
predisposes individuals for success at university is 
especially undermined by the lack of cultural capital that 
families from lower socioeconomic backgrounds are able to 
cultivate in their children. In affect, little has been dons 
Ire. within the institution to assist students (1) who are 
socially isolated, ( 2 )  whose parents and family menbars are 
unable to provide the Rind of advice and guidance necessary 
for students to adjust to the university experience and ( 3 )  
who lack the kind of information and the resources that are 
necessary for making informed choicer about courses, degree 
programs and so forth. To compensate for these disadvantages, 
active, interventionist policies that target students who are 
unable to define Ulair goals in an institutional context end 
who lack the means or the resources to achieve their goals 
are necessary if rn is to be successful in servicing a 
student body with diver~e cultural and socioeconomic 
backgrounds, interests and abilities. Several broad policy 
strategies can be implemented to achieve these objectives. 
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A. Front Loading strsit.giea 
It is an Unfortunate Pact that many students find the 
university experience enjoyable only in the latter stages of 
their academic programs. of course, for all students, the 
first year at university and even the second year is a timc 
of adjustment, a tine to 'acclimatize' to new social 
conditions. For many students, however, it is the first time 
away from home and it is a struggle to try to make naw 
friends, adjust to a more demanding work schedule and handle 
greater amounts of personal freedom. Adjusting to university 
life can be particularly difficult for those students who 
have no clear career goals or personal goals in mind. Not 
knowing what they are striving far and with no endpoint in 
mind maker it difficult for students to stay lnotivated about 
their work and to svpariance progress in their university 
EBTeer8. 
Ironically, many of our respondents expressed some 
regret at having to leave university since they had just 
figured out how the system worked and how they could get the 
most out of their education. Of course, severdl explanations 
might account for this. In the first place, senior students 
are more likely to qualify as 'independent students' under 
the student Loans Aot end are therefore able to receive more 
financial support from the government and less from parents 
and family. This greater financial independence helpe to 
alleviate some of the pressures associated with having to 
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rely on parents who have their own financial problems or 
parents who may try to inrluence their childrens' decisions 
about university because 'they are the ones footing the 
bills.' second, senior students are more likely to have 
established a broader network of social contacts that could 
be used for lay referrals and social support. They would have 
had more first hand contact with faculty members in their own 
departments and would have been exposed to many of the same 
students through smaller classes and seminars. Third, as 
compared to those in first year, students at the senior level 
would posses8 more course credits in addition to having a 
declared major and minor, thus giving them greater 
institutional privileges (i.e. prio-ity when choosing courses 
for their core courses and electives). Because of this set-up 
junior students often wind up with 'leftoverp courses that 
were rejected by senior students at registration times. 
To alleviate the adverse conditions that many 
undergraduates face early in their academic careers, members 
of the university conan'dnity (including student government 
representatives, faculty, and administrators) might target 
the following areas in order to make the university 
experience more rewarding and satisfying for students: 
(1) I(UN should collect data from its undergraduate students 
on an annual basis to det~rmine the degree of student 
satisfaction with teaching, administration peooedures, 
university housing, recreation and other university services 
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and facilities. There data can be included in an information 
kit or package to be disseminated to all students applying to 
01. currently enroled at the university. This would enable 
newer students, in particular, to develop more realistic 
expectations about the university experience. This type of 
data might also provide the administration, the faculty and 
Other professional staff with useful information about how to 
better serve the university's student clientele. 
(2) Students should ba provided with effective formal 
advising (especially in their first yemr) to assist them in 
declaring a major, designing a degree program and identifying 
achievable goals. Students should meet on a regular basis 
with their advisers each semester. Senior undergraduates in 
their final year could be trained for advising students and 
hired as part of MuN's current WCEP initiative (Memorial 
University Cooperative Employment Program) to assume this 
responsibility. Academic advising could also form a more 
extensive portion of graduate studants' Teaoninq Assistant 
(TA) responsibilities. 
(3) Members of the university community should promote 
greater opportunities for students to srcislize with pears 
and with faculty with the objeotive of facilitating the 
expansion of students' networks of social support and lay 
referral systems (through organized 'meet the prof' 
functions, departnantal mixers, student societies and so on). 
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( 4 )  nore effective referral systems should be implemented so 
that students can become more aware of the resources 
available to them on campus (ie. writing centers, counselling 
services. career counselling, time management courses, test 
anxiety counselling and so forth). Much of this 
responsibility would necessarily fall on faculty and teaching 
assistants who evaluate and assess students' performances and 
who are likely to be more exposed to studentsq academic and 
personal problems. Faculty and staff would also have to 
become more knowladgeable about the various resources on 
campus that arm available to assist students. 
( 5 )  The university should review its current housing and 
accommodation policies to take into acoount the fact that 
affordable, comfortable living arrangements are vital to 
student retention and success at university. This should 
apply not only to on-campus residence housing hut eff-canpus 
housing as well. 
(6) The university should increase its emphasis on teaching 
basic student 'survival skills' (decision-making, time 
management, organizational ability etc.) through 'University 
101' or Freshman Year Experience courses or Transition Year 
EOUTSBS. 
8. T.l.i3t a.v.1op.nt 
A great deal of controversy still eriatm as to what 
constitutes excellence or quality in education. what exactly 
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are t h e  a t t r i b u t e s  of an 'educated person'? The genera l  
consensus is t h a t  s tuden t s  should be  competent i n  a t  l e a s t  
the  following (cogn i t ive )  areas: independent thinking,  
c r e a t i v i t y ,  time nanagemsnt, o rgan iza t iona l  a b i l i t y ,  d e s i r e  
t o  continue learning,  reading,  wr i t ing ,  o r a l  comunioa t ion ,  
dec i s ion  making, oomputational exper t i se ,  understanding and 
apprec ia t ing  sc ience ,  g r e a t e r  apprec ia t ion  of a r t ,  music, 
l i t e r a t u r e  and an understanding of g loba l  i s s u e s  (Boyer, 
1987; EverS and G i l b e r t ,  1991). 
Exce l l en t  i n s t r u c t i o n ,  maaningful f acu l ty - s tuden t  
con tac t  and a s t imula t ing  curriculum are important  
con t r ibu to r s  towards t h e  development of ruch  h i g h l y  d e s i r e d  
educations1 outcomes ( G i l b e r t ,  1991). A broadening o f  t h e  
academic reward s t r u c t u r e  t o  recognize t h e  s c h o l a r s h i p  of 
t each ing  would go f a r  t o  meet these  goa l s  as would r e g u l a r  
assessments of t each ing  and resea rch  competence for  a l l  
members of t h e  f a c u l t y .  Power over ruch  mat te r s  as t h e  h i r i n g  
of new facu l ty  and t h e  rewarding of t e n u r e  and promotion 
should be d i spe rsed  so as t o  inc lude  nor,* inpu t  from 
s tuden t s .  The use  o f  s tuden t  r a t i n g s  shou ld  f i g u r e  
prominently i n  such dec i s ions .  Ratings of i n s t r u c t o r s '  
t each ing  performances should a l s o  be made a v a i l a b l e  t o  
s tuden ta  t o  he lp  them make more informed cho ices  about 
courses and i n s t r u c t o r s .  As S t u a r t  Smith p o i n t s  ou t  i n  h i s  
report f o r  t h e  AUCC: "As t o  t h e  p u b l i c a t i o n  of eva lua t ions  
done by s tuden t s ,  t h e r e  seems t o  ba no reason why t h i s  type 
1 8 2  
of information should not be available to students who are in 
the process of selecting courses" (smith 1991: 460). MUN's 
csu (council of the Students' Union) might assume this 
responsibility. 
Students in our survey also mentioned the value of their 
volunteer experience in the development of skills, competence 
and knowledge. Some creative and innovative initiatives could 
be taken on this front to complement and further enhance the 
formal classroom experience. Far example, requirements for 
graduation might include a volunteer conponent that is 
related to a student's particular discipline (i.e. students 
interested in foreign oultures might be required to volunteer 
a certain numbar of houra each semester with organizations 
like the Aasooiation For New Canadians; biology students for 
volunteer work with the environment). Not only would this be 
beneficial for students in terms of building character and 
enhancing their skills and intellects, but the university 
could also forge stronger links with the community. 
C.  Paying th. Cost: Ellbamcing university Reven~es 
The cost of implementing such policies represents the 
greatest challenge to policy askers at WUN. Facad with a 
tighter operating budgat, the administration would have to 
out back on services and programs, redistribute scarce funds 
and/or charge higher fees to make these changes. What is the 
183 
so lu t ion  t o  nun's underfunding problem given such f i a c a l  
cons t ra in t s?  
An inc rease  i n  t h e  amount t h a t  govermente  i n v e s t  i n  
postsecondary education represen t s  one so lu t ion  t o  t h e  
problems faced by u n i v e r s i t i e s .  At p resen t .  HUN s tuden t s  pay 
13.7 percen t  of t h e  un ive r s i tyes  opera t ing  c o s t s  making it 
t h e  m e t  h igh ly  subsidized u n i v e r s i t y  i n  t h e  coun t ry  (Smith 
1991: 18). Increasing government g r a n t s  on s tuden t  l o a n s  and 
f u r t h e r  subs id iz ing  t h e  c o s t  of t u i t i o n  would a l l e v i a t e  many 
of t h e  f i n a n c i a l  burdens a l ready  placed on s tuden t s .  Such 
measures may continue t o  improve p a r i t i c i p a t i o n  r a t e s  among 
s tuden t s  from lower socioeconomic backgrounds who cannot 
p resen t ly  a f f o r d  t h e  high c o s t s  o f  a t t e n d i n g  u n i v e r s i t y .  
However, s o l u t i o n s  involving z u r t h e r  governnent s u b s i d i e s  f o e  
postsecondary education t h a t  were widely accepted i n  t h e  
19608 and 1970s may draw p o l i t i c a l  oppos i t ion  today g iven  t h e  
p reva i l ing  po1.icy emphasis o n  d e f i c i t  r educ t ion  and economic 
e f f i c i ency .  
A second opt ion  t o  address  t h e  underfunding problem is 
t o  s h i f t  t h e  c o s t s  af  u n i v e r s i t y  education from t h a  pub l i c  
sector t o  a more user-pay srrongment. S t u a r t  Smith, i n  h i e  
r e p o r t  f o r  t h e  Comiss ion  of Inqu i ry  on Canadian Univers i ty  
Education sugges t s  t h a t  s tuden t  f e e s  should be inc reased  
g radua l ly  t o  cave* 25 percen t  of g e n e r a l  opera t ing  aos t s .  
However, Smith a l s o  s t a t e s  t h a t  r a i s i n g  s t u d e n t  fees ~ h o u l d  
be con t ingen t  upon changes t o  the  s t u d a n t  Loans Act so t h a t  
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repayment schedules are  ad jus ted  t o  t h e  income l e v e l s  of 
u n i v e r s i t y  graduates i n  t h e  workforce. 
The Commission s t r o n g l y  recommends t h a t  t h e  Fedora1 
Government i r ~ s t i t u t e  an Incane-Contingent ~epayment  
s tuden t  Assi2rsnce Plan,  whereby s tuden t  loans  would be 
widely ava i l ab le  and would be paid back as a sur tax  on 
t h e  f e d e r a l  income tau  once t h e  r e c i p i e n t ' s  income rose 
above a c e r t a i n  l e v e l .  Al te rna t  .ve arrangements could be  
made i f  necessary,  as is now t h e  case f a r  Quebec and t h e  
Northwest T e r r i t o r i e s  (Smith 1991:96). 
While smi th ' s  proposed changes nay reduce t h e  excess ive  
burdens placed on i n d i v i d u a l s  t r y i n g  t o  repay t h e i r  s tuden t  
l o a n s ,  a n  inc rease  i n  s tuden t  f ees  runs  t h e  risk of  
r a s t r i c t i n g  access t o  those  who can pay even more than i s  t h e  
case a t  p resen t .  Sh i f t ing  more of t h e  c o s t s  of u n i v e r s i t y  
education onto s tuden t s  may a l s r  e e a u l t  i n  added p ressures  
and wor r i es  f o r  s tuden t s  who w i l l  end up with even higher 
d e b t  loads  when they g radua te .  
Another op t ion  t h a t  is ava i l ab le  t o  u n i v e r s i t y  policy 
makers t o  address  t h e  underfunding problem invo lves  alumni 
g iv ing .  The AUCC r e p o r t  on Canadian u n i v e r s i t y  education 
recommends t h a t  u n i v e r s i t i e s  o u l t i v a t e  b e t t e r  r e l a t i o n s h i p s  
wi th  i t s  s t u d e n t s  t o  enhance alumni giving: "Keeping i n  touch 
wi th  alumni t o  monitor t h e i r  s a t i s f a c t i o n  with t h e i r  
u n i v e r s i t y  education and t o  s o l i c i t  t h e i r  views and 
advica. . .could a l s o  s e r v e  t o  maintain a sense oE l o y a l t y  on 
t h e  p a r t  of graduates."  (Smith, 1991: 2 2 ) .  At p r e s e n t ,  nUNoe 
annua l  g iv ing  fund accounts fo r  roughly 0.2 pe rcen t  of t h e  
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u n i v e r s i t y s s  operating fund revenues.'While modest inc reases  
i n  alumni giving would ha rd ly  c o r r e c t  some o f  the  more 
s e r i o u s  sys ten ic  problems of t h e  un ive r s i ty ,  o f f e r i n g  alumni 
a cho ica  as t o  how and where t o  i n v e r t  t h e i r  money might pay 
fo r  some of t h e  i n i t i a t i v e s  d i scussed  above. For example, 
g radua tes  might be more w i l l i n g  t o  o f f e r  p r i v a t e  dona t ions  i f  
they knsu t h e i r  money would pay f o r  ' s tuden t  cen te red '  
i n i t i a t i v e s  such as scho la r sh ips ,  t h e  pub l i ca t ion  of s tuden t  
r a t i n g s  or an information k i t  supplying information on areas 
of  s tuden t  s a t i s f a c t i o n  and d i s s a t i s f a c t i o n .  
1t is important  t o  recognize t h a t  implementing such 
p o l i c i e s  may draw some p o t e n t i a l  sources  of oppos i t ion  frolo 
wi th in  the un ive r s i ty  community. The f a c u l t y  union (HUNFA), 
for example, has pub l i c ly  s t a t e d  its opposit ion t o  t each ing  
eva lua t ion  and would l i k e l y  r e s i s t  any a t t empts  t o  pub l i sh  
s t u d a n t  rat ings. '  Of course, t h i s  p o t e n t i a l  f o r  oppos i t ion  
stems from a l a r g e r  systemic problem where s t u d e n t s  hold very 
little power i n  t h e  bureaucra t i c  s t r u c t u r e  of t h e  un ive r s i ty .  
It  a l s o  stema from an academic t r a d i t i o n  t h a t  emphasizes 
r esea rch  a t  t h e  expense of teaching.  Considering t h e s e  
disadvantages,  s o c i o l o g i c a l  s t u d i e s  such as t h i s  are a l l  t h e  
more important  as a resouroe  f o r  he lp ing  s t u d e n t s  t o  
r n  199a-91, $ ~ , 5 1 ~ , 1 7 5  was con t r ibu ted  i n  MUN'S Annual 
o i v i n g  ~ u n d .  o f  t h a t ,  51,048,557 came f r m  alumni (HUN 
Factbook, 1990-91). 
' I n f o m a t i o n  based on diacusniono with D r .  I a n  Gome, a 
member of MMFA. 
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understand their position within the organizational 
struotur~. In this sense, research on student satisfaction 
oan be applied "...to raturn to tha subjects their awn 
definitions of what is wrong in a way vhioh makes it easier 
for them to see how to effect social change" (Himelfarb and 
Richardson 1979: 3 5 ) .  Armed with such knowledge, students 
might be enpovered to bring about some of the changes that 
will improve their present condition. 
Jmolifatians for Theorv and Researoh 
Further studies on student satisfaction should continue to 
isolate the contributions made by institutional 
oharactaristics [their size, selectivity, number of 
facilities, student-faoultyratiosetc.), student experiences 
and students' entry traits (age, sex,  class, etc.) in the 
formation of satisfactionr and perceptions. In partlcular. 
further efforts should be made to identify the dimensions of 
faculty influences on undergraduates' decisions and choices 
at different points in their student careers. For example, 
what is the nature and intensity of this influence with 
respect to the choice of degree programs, majors and coursas? 
are faculty equally accessible to senior students as eonpared 
to first years? What faotors are associated with advising 
effectiveness? 
In attempting to refine ourrent conceptual models of 
social and academic integration, particular attention should 
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ro be paid to the possible impaotr on satisfactions made by 
institutionaldecision-making structures, studentsubcultures 
and various socializing agencies (such as students' faculties 
and majors, peer groups, dormitory reridenoes and 60 on). 
  his kind of data can be best attained through more 
qualitative and microanalytioal approaches such as 
participant observation and ethnography. Comparative studies 
of Canadian universities using more qualitative data might 
also be able to identify some of the influences of 
institutional cultures on student satisfactions and 
perceptions. 
studies of job satisfaction have also suffered from a 
long-standing failure to distinguish between satisfaction, 
which is present-oriented, ard expected utility, which is 
future-oriented (nobley et al., 1979). In this regard, 
reoearch on student eatisfaction could be strengthened by 
distinguishing between these two concepts. 
concludins ComnenfE. 
This study has used a 80~io10gi0~1 perspective to describe 
the perceptions of university students and to identity the 
underlying causes of student satisfaction. The findings 
indicate that there is great room for improvement in the way 
that HIM services its most important client - the student. It 
is necessary to continue with more detailed examinations of 
the higher edasation processes that produoe student 
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satisfactions and perceptions as well as other educational 
outcomes. 
Universities in Canada face tremendous Challenges in an 
era of budgetary deficits and severe financial restraint. 
Ensuring the worthy objective of accessibility without 
sacrificing quality will be no easy feat. AS Newfoundland's 
only university, however, MUN IS under a spacial obligation 
to ensure that those who d,~aire a university education are 
able to receive it. Raising admission standards will not cure 
the problems caused by overcrowding and underfunding. 
Modifying current structures and processes to make the 
university a more 'student centered' institution is the best 
solution for ensuring that a quality education is available 
"to a11 the people" (KIN Calendar, 1992). 
m e  question of funding for universities should be the 
focus of public debate among the major 'stakeholders' of a 
university education, namely students, their parents, 
govermentrepreaentativas and Canadian taxpayers. one option 
to address the underfunding problem is to increase state 
investments in postsecondary education. Another option is to 
shift the coats of attending university from the public 
sector to a more user-pay arrangement. Cultivating better 
relationships with students by soliciting and acting on their 
views, opinions and perspectives might also enhance other 
important sources of revenue. 
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The undervaluing of teaching is a serious problem at 
csnadian universities (smith, 1991). The tradition that 
emphasizes research over teaching is deeply embedded in the 
uni.ersity culture. Broadening the academic rewad structure 
to recognize the scholarship of tas-hing is necessary if the 
university is to meet its fundamental mandate of educating 
students. 
Universities in the United States are already responding 
to Oalls for increased accountability from students and their 
parents, employers, taxpayers and public representatives. 
Although Canada. is lagging behind their American counterparts 
on these important issues, there is now a growing interest in 
student outcome assessments and in evaluating educational 
quality in this country. These are positive signs that 
Canadian universities are moving towards a system that 
demands greater accountability. 
One of the areas that government of€ioials, university 
administrators, faculty, and other professional staff at 
universities must pay closer attention to is student 
satisfaction. The factors that aifeot student satisfactions 
and perceptions are important to d~fument and to understand 
if the undergraduate axparience is to be made more rewarding 
and enjoyable. 
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